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ABSTRACT 
India witnessed a spurt of corporate activity following a policy of economic 
liberalization beginning in 1991. India's liberalization and economic restructuring 
programme was triggered by a serious balance of payments crisis when its foreign 
exchange reserves touched their all time low at a mere billion dollars. IMF and the 
World Bank agreed to help India avert the crisis with structural adjustment loans. The 
ensuing liberalization included a process of macro-economic stabilization 
(devaluation of the rupee, reducing fiscal deficit and reducing government 
expenditure, reduction of some subsidies, controlling inflation), phased deregulation 
and elimination of the license regime to bring in competition, opening of economy to 
foreign and private investment, rationalization of tax structure, healthier functioning 
of capital markets, increase functioning autonomy of PSUs and implementation of 
safety nets for those hurt by structural adjustment programme. The opening of the 
Indian economy witnessed an inflow of foreign capital with an increasing number of 
multinational firms commencing operations (Gopinath: 1998). 
This was the initial phase of liberalization. During the second phase of 
liberalization process (post 1996-1997) Indian firms witnessed a turbulent era in the 
form of hyper-competition (Venkata: 1995; Budhwar and Sparrow: 1998; 
Khandwalla: 2002; Som: 2006). Liberalization created intensive competition through 
easier entry and greater foreign participation. It opened up many opportunities for 
growth because of the removal of artificial barriers on pricing and output decisions, 
investments, mergers and acquisitions, JVs, technology imports, import of foreign 
capital etc. It enabled corporations to expand, diversify, integrate and globalize more 
freely. Economic restructuring also had a profound impact on effective management 
of organizations and performance (Som: 2006) in the face of superior competition 
(Khandwalla: 2002). 
To face the challenge of competition Indian firms embarked upon a change 
process that brought about a transition employee profile, the demography, de-skilling, 
re-skilling and multi-skilling, and issues related to work-force reduction (Venkata 
Ratnam 1995; Budhwar and Sparrow 1998; Gopinath 1998; Chatteijee and Pearson 
2000). All this had direct implications for HRM in India (Krishna and Monappa 1994) 
and Indian personnel specialists were under pressure to bring about large-scale 
structural changes in their organizations in order to cope with the challenges brought 
by economic liberalization. Post-liberalization, these were the considerable changes in 
the business environment for firms operating in India. Now almost every organization 
is facing the following challenges for which people and their development are quite 
necessary for meeting these needs: 
> Improve the quality of its output; 
> Reduce Costs; 
> Improve Productivity; 
> Enhance Customer Orientation; and 
> Become a learning Organization. 
To grow and thrive in today's competitive environment, organizations must 
deal with several major challenges. First, they must provide 'value.' How human 
resources are managed is crucial to the long-term value of a company and ultimately 
to its survival. Noe, et. al (2000) contends that value not only includes profits but 
employees' growth and satisfaction, additional employment opportunities, protection 
of the environment, and contributions to community programme. Employees' day-to-
day work, experiences and perceptions of organizational values, support and justice 
are shaped largely by human resources management (HRM) policies and practices. 
Keeping in mind, the activities that must be compatible with one another and with the 
overall strategy of the company, managers can affect a number of factors such as 
employees' competence and commitment by means of policy choices. 
This, by and large, depends on the presence of well-organized human resource 
planning and how motivating, flexible, lean, comprehensive and comprehendible the 
human resource management is. The HRM policies are fundamentally expected to 
override the human resource practices. Human resource policies are a predetermined 
guide established to provide direction in decision-making. As guides, rather than hard 
and fast rules, policies should be somewhat flexible, encompassing interpretation and 
judgment in their use. This is where the art of management comes into picture. As 
explicated in the objectives of the study, one should address how crucial role the 
human resource policies and practices have to play in spearheading the pace of a 
bank's progress. Unless a bank maintains workable policies and has all it takes to 
implement its commitment ascribed by the policies, it will find it very difficult to 
survive, live alone to flourish in the prevailing competitive economic environment. 
In view of this fact, organization must have potential human resource planning 
and policy statements that help the organisation reach its goals, enable it to employ 
the skills and abilities of the work force efficiently, facilitate for the provision of a 
well-trained and well-motivated employees, assist to bring about employee's job 
satisfaction and self-actualization, lay the ground to develop and maintain a quality of 
work life that make employment in the organisation desirable, guarantee the 
appropriate separation of employees, and in adequately and effectively 
communicating to all employees. The aforementioned statements incorporate almost 
all aspects of human resources management, policies and practices. If these issues are 
adequately addressed, the researcher believes that the stakeholders, i.e. the 
management, the staff, and the public at large would be in a better position to benefit 
from the overall operation of the bank for which, the human resource is the nucleus. 
The present study entitled, "HRM Policies and Practices in Commercial Banks 
in India with Special Reference to ICICI Bank Ltd." has attempted to address research 
questions/ problems wrapped up in the statement of the problem emd objectives of the 
study. To a varying degree of emphasis, the overall process of the human resource 
management activities, are discussed. Assessment of HRM is possible only when such 
planning and policies are in place in the bank. To do so, a good deal of related 
literature was reviewed and textual concepts on the relevant topics were consulted. 
Moreover primary and secondary data from the bank have also been collected, 
compiled, analyzed and interpreted. Based on findings of the study it is hoped that 
the stakeholders will find a basis for informed decision-making through the 
assessment on the level of understanding of the importance, impact and relevance of 
human resource management planning and practices. 
The first chapter, being background of the study, gives an insight into the 
whole research project. It also reviews the various studies conducted in the field of 
human resource management. It has been pointed out that undoubtedly a number of 
general researches have been conducted on different aspects of HRM in commercial 
banks in India, but no specific work has been done till date to study the HRM 
policies and practices in ICICI bank. The present study has been conducted in a 
discovery mode to study the HRM Policies and Practices in Commercial Banks with 
special reference to ICICI bank. 
The second chapter focuses on the conceptual exposition of human resource 
management. In order to understand the concept of human resource management in 
proper perspective, it was felt pertinent to discuss the meaning, defmitions, 
objectives, importance, usefulness, limitations and the practical approach for 
corporate business world. This background discussion paved the way for articulate 
explanation and understanding of the human resource management practices in Indian 
companies. 
The third chapter analyses the development of commercial banks in India. It 
concludes that presently, commercial banks are not merely lending and depositing 
institutions, they have become more than financial intermediaries undertaking all 
types of activities of the varied customers in order to show how useful are the banks 
in every walk of life. If the customer is an entrepreneur, the bank provides loans as a 
primary function, besides these the bank also supplies management advices through 
merchant banking system, gives project financing, renders loan syndication facility if 
it is a big venture, assure working capital finance, tax payment facility and other 
subsidiary facilities relating to day-to-day transactions in the business. If the customer 
is a salaried person or a senior citizen the facilities rendered by banks include special 
savings accounts, pension schemes and other subsidiary facilities like home loans, 
household services, credit and debit cards etc. They mobilize small household savings 
and lend them for productive purposes. Not only they gather and mobilize savings 
and employ them in different sectors as per priority but they also create money. 
The fourth chapter captioned, "HRM policies and practices of ICICI bank" 
deals not only with the HRM policies and practices of ICICI bank, but it also 
highlights the development of ICICI bank. It was observed that ICICI Bank is the 
largest private bank in India and the second leirgest in the entire banking sector 
(consisting of banks belonging to both public and private sectors). Only State Bank of 
India (SBI), controlled entirely by the Government of India, has a bigger business 
than ICICI Bank. Now, the ICICI Bank is India's second-largest bank with total assets 
of Rs. 3,744.10 billion (US$ 77 billion) at December 31, 2008 and profit after tax Rs. 
30.14 billion for the nine months ending December 31,2008. The Bank has a network 
of 1,419 branches and about 4,644 ATMs in India and presence in 18 countries. ICICI 
Bank offers a wide range of banking products and financial services to corporate and 
retail customers through a variety of delivery channels and through its specialized 
subsidiaries and affiliates in the areas of investment banking, life and non-life 
insurance, venture capital and asset management. The Bank currently has subsidiaries 
in the United Kingdom, Russia and Canada, branches in United States, Singapore, 
Bahrain, Hong Kong, Sri Lanka, Qatar and Dubai, International Finance Centre and 
representative offices in United Arab Emirates, China, South Africa, Bangladesh, 
Thailand, Malaysia and Indonesia. Our UK subsidiary has established branches in 
Belgium and Germany. ICICI Bank's equity shares are listed in India on Bombay 
Stock Exchange and the National Stock Exchange of India Limited and its American 
Depositary Receipts (ADRs) are listed on the New York Stock Exchange (NYSE). 
India's top private sector lender, which has a market capitalization of $11.1 
billion, has lost 62 per cent of its market value so far this year as a result of its 
exposure overseas at a time of turmoil in the global financial system. ICICI Bank has 
the largest exposure among Indian banks to the global financial crisis and its shares 
have fallen by about 28 per cent since mid-September when Lehman Brothers 
collapsed yet HR policies, systems and processes are fully geared towards meeting 
the challenges of expansion taking place in the banking sector. 
As the Lehman shock reverberated around markets the world over, both 
Kamath and Kochhar repeatedly assured investors and depositors that ICICI was safe 
and well capitalized, and its share price has now recovered 68 per cent from its 
October low. The bank's bad loans have been rising, though, touching 1.91 per cent of 
net advances in September from 1.43 per cent a yeju- ago, it said while declaring its 
quarterly results. ICICI's share of deposits and loans in the Indian banking system had 
fallen to 6.5 per cent by September this year from 8.7 per cent in March 2007, with a 
large part of the fall in 2008, according to data from three brokerages polled by 
Reuters. The bank's shares were 0.6 per cent up at Rs. 474.15 at BSE. 
On the HR front, ICICI Bank is also one of the largest recruiters in India's 
private sector and inducts 15,000 people each year. With a headcount of 33321, the 
bank maintains a team of committed and contended employees. It believes that 
employees are the greatest driver of its growth and development. ICICI Bank's 
human resource policy has been closely aligned to its corporate vision of becoming 
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one of the world's best bankers. Its HR vision was formulated with the aim of 
enabling the employees to become a family of committed world class professionals 
thus making the bank a learning organization. The bank identified competency, 
commitment, culture and system as the four pillars of its human resource strategy. In 
relation to its human resource management, the bank's corporate plan stated that it 
aimed to create a culture of team work, empowerment and responsibility to convert 
knowledge into productive action with speed, creativity and flexibility - and thereby 
gain a knowledge-based competitive edge. Human resource planning at ICICI is 
undertaken in accordance with organizational objectives and in line with its 
organizational culture. The ICICI bank successfully buiU a culture that combined 
freedom with responsibility. This showed in the scores the company got in various 
workplace surveys and was also reflected in the overall performance of the company. 
The ICICI bank also contributed to raising the efficiency levels in the Indian banking 
sector as a whole. 
The fifth chapter dwells upon the attitude surveys by way of seeking the views 
of employees that concern them. Attitude surveys provide information on the 
preferences of employees, give warning on potential problem areas, diagnose the cause 
of particular problems, and compare levels of job satisfaction, commitment and morale 
in different parts of the organization. The present thesis makes an empirical study to 
examine the perceptions of bank employees regarding HRM policies and practices 
and to see as to what extent the pertinent challenges in the HRM process are being 
resolved and as to what extent the prevailing claims for HRM are empirically true. 
The field investigation is based on a sample of 397 respondents chosen from amongst 
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the managerial and non-managerial employees of sampled branches. Forty managerial 
level and 357 non- managerial level employees have been selected to ascertain their 
reactions towards selected HRM issues and to locate problems. The analysis is based 
mainly on the responses received from them. 
General characteristics of the respondents of selected branches of ICICI bank 
reveal that it was just by chance that70 per cent of the total respondents (managerial 
and non-managerial) were males. Largest percentage of managerial staff i.e. 35 per 
cent fell in the age group of 36-40 years. However in case of non-managerial 
respondents; the largest number was falling in the age group of 20-25 years. The 
percentage of married people was high in the category of managerial group (80 per 
cent). In the non-managerial category only 60 per cent respondents were married. 
Regarding length of service in the bank, it was found highest i.e. 35 per cent for 
managerial staff in the range of 1-4 years. Highest percentage of non-managerial 
respondents was 38 per cent serving between the range of 4-8 years. Eighty five per 
cent of managerial respondents were post- graduate as compared to 29 per cent in 
non-managerial category. 
After analyzing the general information about the respondents now an attempt 
has been made in the following pages to present a detailed picture of respondents' 
views towards HRM policies and practices in ICICI bank on the basis of 38 
statements flamed for the purpose of study of perception of managerial and non-
managerial employees towards the selective HRM policies of ICICI bank. As pointed 
out in methodology that all the respondents were required to give responses to each 
item on a 5-point scale. To make the analysis of data easier, the mean scores were 
converted into percentages through a simple Xx20 formula. The overall perception of 
managerial group falls in satisfactory range of scale. The overall mean values of 
managerial group are >4.00. However, it can be observed that the managers mean 
values are marginally higher than the non-managerial personnel in sample study 
organization. The table (5.40) reveals that the overall mean value of managerial 
personnel shows 4.21(84.2 per cent) which is marginally higher than the non-
managerial personnel. The table also reveals that the highest mean value against the 
statement no.26 viz. male and female employees are truly treated equally in matters 
of promotion and career development has been recorded at 4.70 (94 per cent). The 
lowest mean score against the statement no.34, viz. job rotation facilitates employee 
development has been recorded at 3.95(79 per cent). 
The satis&ction of managers towards the effectiveness of various HRM 
policies is seen in the following order of mean scores of different issues viz. 
psychological climate of working is highly favourable with a mean score of 4.55(91 
per cent) which is marginally higher than other dimensions of overall HRM policies, 
such as, personnel policies, performance appraisal, employee training programmes 
and future plans which has been recorded with the mean score of 4.50(90 per cent), 
4.02(80.4 per cent), 4.00(80 per cent), and 4.00(80 per cent) respectively, in ICICI 
bank. The important observation which comes to light is that perception in relation to 
various dimensions of managerial personnel about personnel policies and 
performance appraisal is dominant over the training and development programme and 
evaluation dimensions. Thus it is clear from the above analysis that overall managers' 
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satisfaction towards the various dimensions of Human Resource Policies is 
satisfactory. 
The perception of non-managerial employees falls in the less satisfactory level 
group as compared to managerial personnel. The overall mean value of non-
managerial group shows 3.90(78 per cent) which is marginally lower than the 
managerial perception which was recorded as 4.21(84.2 per cent) towards the overall 
effectiveness of various diminutions of HRM policies and practices in ICICI bank. 
The highest mean value against the statement no.26 viz. male and female employees 
are truly treated equally in the matters of promotion and career development has been 
recorded as 4.37(87.4 per cent).The lowest mean score has been recorded at 3.52(70.4 
per cent) as against the statement No.30 viz. this bank spends enough money on 
health-related matters of the employees. It is obvious from table that there are some 
statement which score percentage above 70 per cent, against the determination of 
HRM policies and practices with a mean score of 3.96(79.2 per cent).The perception 
of non-managerial group towards the HRM climate and personnel policy dimensions 
has been recorded as good to some extent with a mean score of 4.22(84.4 per cent) 
and 3.89(77.8 per cent) respectively. The table also reveals that the perception of non-
managerial group towards various dimensions viz. performance appraisal system, 
training and development evaluation have mean score of 4.19 and 3.96 respectively, it 
means they are not much satisfied with the training and development programme to 
overall effectiveness of HRM mechanism in the sample study organization. 
The empirical assessment brought into light that the mean values of 
managerial respondents are marginally higher than non-managerial respondents. 
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These predominate managerial perception are very much accepted, keeping the nature 
of roles being played by them. It is very clear that managerial group employees, are 
the key factors in developing the favourable HRM climate and inducing the training 
and development climate, they therefore, would be expected to have more positive 
views about the systems than non-managers. 
Suggestions 
As observed through opinion poll, HRM climate is extremely superb in ICICI 
bank. But the degree of satisfaction differed from managerial to non-managerial 
employees. In order to further boost the morale and develop a highest degree of 
satisfaction among managerial employees and also to bring more cheers and remove 
the feeling of discrimination from amongst non-managerial employees and of course 
on the basis of issues of HRM policies and practices which in the perception of 
managerial and non-managerial personnel of ICICI Bank have not been properly 
attended, it has been suggested that the ICICI bank should take following corrective 
measures: 
The recruitment practice of the ICICI bank is appreciated from the majority 
side. The bank gives priority for internal competitors before looking out from 
outside. Due to influx of Management Institutes in all comers of the country; campus 
recruitment drive is accorded priority and, as such no specific recommendation is 
required to improve the recruitment procedure these days. Only, manpower planning 
and development are the very crucial activities, which need great emphasis especially 
given that the bank suffers from high rate of labour turnover. 
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Most of the respondents evaluated the selection process as fair. Managers 
said that they are usually involved in the selection process of staff who works for/with 
them. Besides, majority agrees that the bank selects what it affords, the right person 
for the right job. Very few employees hold an opinion that the bank is overambitious 
in its selection practice. However, unlike the modem approach, the fact that the bank 
does not make reference checks and background investigation of the applicants may 
have a damaging aftermath. 
The division responsible for carrying out job analysis and design, devising job 
description and specifications made it clear that it has never revised the existing job 
descriptions since the bank engineered its operations. On the other hand, most of the 
respondents believe that their job is not analyzed and designed properly. Besides, 
there are some respondents, although small in number, who said that they don't have 
a job description at all. It is good that most of the job descriptions given are stated in 
an understandable language though not all found it easy to comprehend. All of the 
participants have expressed their desire to see some change being done to their job. 
The bank should prepare a job description to all job holders. The job analysis and 
design should also be revised periodically. Some innovations such as job rotation, 
job enrichment, and job enlargement need to be introduced. 
On compensation front, ail the respondents are fully satisfied with a minor 
degree of difference. It is due to the fact that in today's world, the success and failure 
of any enterprise is in its people. And the manner, in which this all-important resource 
has been treated in any governmental enterprise, has been most unfortunate. In this 
competitive market where private enterprises are crazily scouting for talent and going 
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all out evolving new pay structures and innovative compensation policies, policy 
makers have illogically made government institutions stick to their age-old policies of 
manpower planning and compensation management. On account of compensation, a 
recent survey by the salary tracking firm Pay Scale revealed that the median salary in 
India for the private sector is Rs.5, 65,214, while that for government owned entities 
is Rs.2, 45,745. With that kind of a differential, it is extremely challenging for 
government enterprises to attract and retain talent. And that is the very reason that 
hordes of talented people have been leaving government enterprises and moving 
towards greener pastures, making the enterprises unproductive, uncompetitive and 
redundant in most cases. In fact, it is incredible that the Managing Directors and 
Chairmen of Public Sector Banks draw salaries that are less than what many of the 
entry-level managers get in private sector banks. Worse is the case with scientific 
institutions, which are of strategic importance - like ISRO and DRDO - where 
research scientists are leaving and joining competing firms across the globe, not only 
making Indian organisations totally inefficient, but also posing a threat to the internal 
security of the nation. It is indeed shocking to learn that these scientists earn less than 
what an entry-level call centre employee earns nowadays. Similarly, the huge deficit 
of Commissioned Officers in the Indian Army is because the salary a Commissioned 
Officer gets is no match to what his compatriots get in the private sector. 
Another important area is training and re-training which costs less than 
retrenchment. The training system has to be ready to train when called for any change 
and be able to bring attitudinal change in the employee reorientation. Without simply 
confining to skill development, the curriculum has to include an all-round 
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development strategy in accordance with the organizational goals, motivational and 
behavioral training, team building exercises etc. Instead of making training a ritual for 
statistical purpose, trainers have to adopt professionalism to inculcate interest in 
trainees and inspire them with the modem techniques avoiding slumber lectures. The 
Indian Banks Association (IBA) may launch Distance Learning programmes for 
bankers through professional bank academic institutes of repute like Indian Institute 
of Bankers (IIB), National Institute of Bank Management (NIBM) interwoven with 
incentives to remodel "concern" worker developed as "enabled" worker. Training 
system, in this bank has to increase its focus on improving the quality of service given 
to clientele. 
There is a need for developing a high level of competence and involvement 
and inculcate a sense of deep commitment and understanding of the challenges of 
future. There is a need for a continuous programme of training for every individual to 
work as a member of an effective team and activate the potential to achieve the 
bank's goal. The training has to move from traditional training to training of the latest 
technological up gradation. Training focus has to shift fi-om mere knowledge 
development to more of skill enhancement and creating an attitude for service. 
Training professionals have to be used more for training rather than departmental 
experts. Instead of traditional and passive methods such as lecture, more of active 
methods like case study, business games, and simulations have to be used. These 
organisations have to use extensive e-leaming methods, which can save a lot of time 
and need not require employees to be away from jobs which hamper work. The 
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benefits of training and development methods have to be utilized for practical 
purposes rather than they being used just to reflect it on paper. 
Training is the only significant people oriented activity which equips the 
personnel to do their job more effectively and efficiently. Traditionally, training and 
development was not viewed as an activity that could help companies create value 
and successfully deal with competitive challenges. Today, the view has changed. 
Companies that use innovative training and development practices are likely to report 
better financial performance than their competitors that do not. The role of training 
has broadened beyond training program design. Effective instructional training 
remains important, but training managers, human resource experts and trainers are 
increasingly being asked to create systems to motivate employees to learn, create 
knowledge and share that knowledge with other employees in the company. 
Building Corporate Culture is another area ICICI bank can work. The rapidly 
changing managerial profile of CEO from the traditional holy trinity of planning, 
organizing and controlling to that of strategist, aligner, change agent, visionary, team 
builder, living symbol, buck stopper is a paradigm shift towards integrated global 
economy. Creating mutual trust and confidence, transparency, bringing attitudinal 
change in employees and employees' unions is the prime responsibility of the top 
management. People with self-motivation can drive themselves to incredible levels of 
excellence. At the time when the concept of "cradle to grave" approach is fast 
assuming, "environmental relations" are replacing traditional industrial relations, and 
at the click of mouse the information is pouring down; and to cater to the needs of 
creative customer at this cut throat competition, the CEO cannot be a silent spectator 
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lest he shall be on the brink of extinction. For example, in India employers like Tata 
(TCS, Telco and TISCO) have their own townships and take complete care before 
employees step into any employee grievance/welfare. 
Performance appraisal helps the employee to overcome his weaknesses and 
improve over his strengths and thus enable him to improve his performance and that 
of the department. Generate adequate feedback and guidance from the reporting 
officers to the employee. Contribute to the growth and development of the employee 
through helping him in realistic goal setting. Provide inputs to system of rewards 
comprising salary increments, appreciations, additional responsibilities, promotions, 
etc., and salary administration. It helps in creating a desirable culture and traditions in 
the organisation. It also helps identifying employees for the purpose of motivating, 
training and developing them. Generate significant, relevant, free and valid 
information about employees. The appraisal of employees' potential is done in an 
objective and systematic manner, yet the satisfaction level of managerial respondents 
is less than overall satisfaction level. It is suggested to devise some more meaningful 
techniques of performance appraisal to make managers happier. 
The organizational set up of human resource and general services department 
is plausible in ICICI bank. But in some branches the authority and responsibility 
relationship was not clearly defined. What is suggested is that the principles of 
organisation structure should be followed in a systematic manner. At the outset, there 
must be clear lines of authority from the top to the bottom of the bank. No one in the 
bank should report to more than one officer. Everyone in the bank should know to 
whom he reports, and who reports to him. The responsibility and authority of each 
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officer should be clearly defined in writing. Responsibility should always be coupled 
with corresponding authority. The responsibility of higher authority for the acts of its 
subordinates should be absolute. The authority should be delegated as far down the 
line as possible. The number of levels of authority should be kept at the minimum. 
The work of every person in the organisation should be confined as far as possible to 
the performance of a single leading function. Whenever possible, line functions 
should be separated from staff functions. There should be a limit to the number of 
positions that can be coordinated by a single executive. The organisation should be 
flexible, so that it can be adjusted to changing conditions. The organisation should be 
kept as simple as possible. 
The majority feel that the work environment is safe and not detrimental for 
health. Besides, only few of the respondents said that their jobs are stressful. As 
there are no perils in the vicinity, there may not be a need to give a top emphasis to 
the safety precautions. On a question whether this bank spends enough money on 
health-related matters of the employees, there was a lowest mean score from non-
managerial side. The bank is advised to provide better health care to this category as 
their need are greater than managerial respondents due to the fact that there financial 
resources are limited. 
On internal employee relations view points between the manj^ement and non-
management participants was not discerned. Both are satisfied with the existing 
relationship and agreed that there is still a wide door for improving the internal 
employee relations especially on areas of disciplinary measures and grievance 
handling. 
18 
Undoubtedly, ICICI bank is the second largest bank of India. The study has 
also revealed that the HR policies and practices of ICICI bank are fully geared 
towards meeting challenges of expansion taking place in the Indian banking sector. 
But in the era of globalization and privatization, if the ICICI bank has to emerge more 
successful, it would need to build superior strategies and skills, systems and structures 
in relation to its competitions. In order to identify appropriate competitive strategies, 
ICICI bank will have to make a careful study of the market and segment customers 
into various categories based on their expectations, the extent of competition, 
customer profitability etc. This requires a change in the attitude of managers at all 
level. Towards this objective HRD function assumes a very significant role in shaping 
the destiny of the bank. As a function, bank should empower HR to become a 
motivating arm rather than just a hygiene arm. Only then will human resources be 
able to play a strategic role in the future. Moreover, the bank will be capable to 
handle more significant role and responsibility towards the government, its 
shareholders and society at large. 
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CHAPTER I 
BACKGROUND OF THE STUDY 
CHAPTER I 
BACKGROUND OF THE STUDY 
Introduction 
India witnessed a spurt of corporate activity following a policy of economic 
liberalization beginning in 1991. India's liberalization and economic restructuring 
programme was triggered by a serious balance of payments crisis when its foreign 
exchange reserves touched their all time low at a mere billion dollars. IMF and the 
World Bank agreed to help India avert the crisis with structural adjustment loans. The 
ensuing liberalization included a process of macro-economic stabilization 
(devaluation of the rupee, reducing fiscal deficit and reducing government 
expenditure, reduction of some subsidies, controlling inflation), phased deregulation 
and elimination of the license regime to bring in competition, opening of economy to 
foreign and private investment, rationalization of tax structure, healthier functioning 
of capital markets, increase functioning autonomy of PSUs and implementation of 
safety nets for those hurt by structural adjustment programme. The opening of the 
Indian economy witnessed an inflow of foreign capital with an increasing number of 
multinational firms commencing operations (Gopinath: 1998). 
This was the initial phase of liberalization. During the second phase of 
liberalization process (post 1996-1997) Indian firms witnessed a turbulent era in the 
form of hyper-competition (Venkata: 1995; Budhwar and Sparrow: 1998; 
Khandwalla: 2002; Som: 2006). Liberalization created intensive competition through 
easier entry and greater foreign participation. It opened up many opportunities for 
growth because of the removal of artificial barriers on pricing and output decisions, 
investments, mergers and acquisitions, JVs, technology imports, import of foreign 
capital etc. It enabled corporations to expand, diversify, integrate and globalize more 
freely. Economic restructuring also had a profound impact on effective management 
of organizations and performance (Som: 2006) in the face of superior competition 
(Khandwalla: 2002). 
To face the challenge of competition Indian firms embarked upon a change 
process that brought about a transition employee profile, the demography, de-skilling, 
re-skilling and multi-skilling, and issues related to work-force reduction (Venkata 
Ratnam 1995; Budhwar and Sparrow 1998; Gopinath 1998; Chatterjee and Pearson 
2000). All this had direct implications for HRM in India (Krishna and Monappa 1994) 
and Indian personnel specialists were under pressure to bring about large-scale 
structural changes in their organizations in order to cope with the challenges brought 
by economic liberalization. Post-liberalization, these were the considerable changes in 
the business environment for firms operating in India. Now almost every organization 
is facing the following challenges for which people and their development are quite 
necessary for meeting these needs: 
> Improve the quality of its output; 
> Reduce Costs; 
> Improve Productivity; 
> Enhance Customer Orientation; and 
> Become a learning Organization. 
To grow and thrive in today's competitive environment, organizations must 
deal with several major challenges. First, they must provide 'value.' How human 
resources are managed is crucial to the long-term value of a company and ultimately 
to its survival. Noe, et. al (2000) contends that value not only includes profits but 
employees' growth and satisfaction, additional employment opportunities, protection 
of the environment, and contributions to community programme. Employees' day-to-
day work, experiences and perceptions of organizational values, support and justice 
are shaped largely by human resources management (HRM) policies and practices. 
Keeping in mind, the activities that must be compatible with one another and with the 
overall strategy of the company, managers can affect a number of factors such as 
employees' competence and commitment by means of policy choices. 
This, by and large, depends on the presence of well-organized human resource 
planning and how motivating, flexible, lean, comprehensive and comprehendible the 
human resource management is. The HRM policies are fundamentally expected to 
override the human resource practices. Human resource policies are a predetermined 
guide established to provide direction in decision-making. As guides, rather than hard 
and fast rules, policies should be somewhat flexible, encompassing interpretation and 
judgment in their use. This is where the art of management comes into picture. As 
explicated in the objectives of the study, one should address how crucial role the 
human resource policies and practices have to play in spearheading the pace of a 
bank's progress. Unless a bank maintains workable policies and has all it takes to 
implement its commitment ascribed by the policies, it will find it very difficult to 
survive, live alone to flourish in the prevailing competitive economic environment. 
In view of this fact, organization must have potential human resource planning 
and policy statements that help the organisation reach its goals, enable it to employ 
the skills and abilities of the work force efficiently, facilitate for the provision of a 
well-trained and well-motivated employees, assist to bring about employee's job 
satisfaction and self-actualization, lay the ground to develop and maintain a quality of 
work life that make employment in the organisation desirable, guarantee the 
appropriate separation of employees, and in adequately and effectively 
communicating to all employees. The aforementioned statements incorporate almost 
all aspects of human resources management, policies and practices. If these issues are 
adequately addressed, the researcher believes that the stakeholders, i.e. the 
management, the staff, and the public at large would be in a better position to benefit 
from the overall operation of the bank for which, the human resource is the nucleus. 
The present study entitled, "HRM Policies and Practices in Commercial Banks 
in India with Special Reference to ICICI Bank Ltd." has attempted to address research 
questions/ problems wrapped up in the statement of the problem and objectives of the 
study. To a varying degree of emphasis, the overall process of the human resource 
management activities, are discussed. Assessment of HRM is possible only when such 
planning and policies are in place in the bank. To do so, a good deal of related 
literature was reviewed and textual concepts on the relevant topics were consulted. 
Moreover primary and secondary data from the bank have also been collected, 
compiled, analyzed and interpreted. Based on findings of the study it is hoped that 
the stakeholders will find a basis for informed decision-making through the 
assessment on the level of understanding of the importance, impact and relevance of 
human resource management planning and practices. 
Review of Related Literature 
Since the main purpose of survey of literature is to give insight as to how the 
subject matter is dealt, the researcher has opted to summarize the findings and 
conclusions of the studies conducted by different researchers in the field of HRM in 
India and even abroad. 
Krishnaswamy (1985) in his paper captioned, "Manpower Planning and 
Practices in Indian Manufacturing Sector" has made an attempt to identify the nature 
and characteristics of manpower planning activities practiced in Indian manufacturing 
organizations. Questionnaires received from 45 firms and interviews with personnel 
managers, industrial engineers, and heads of the divisions from 23 firms comprised 
the database. All the organizations examined carried out fiinctions associated with the 
manpower planning either in a Segmentary way or in totality, either sporadically or 
continuously. In forecasting the manpower planning requirements, larger companies 
adopted several approaches, while smaller companies used single approach. Less than 
50 per cent of the companies used systematic manpower inventories and the 
manpower audit was systematic in only 20 per cent of the companies, primarily the 
large ones. The reasons found for the employee's turnover included better career 
prospects and adjustment problems with peer groups. Thus, companies need to 
provide adequate career opportunities and the personnel department needs to watch 
the 'peer group' relationship of key personnel. 
Ravishankar and Mishra (1985) in their study titled, "Management of Human 
Resources in Public Enterprises", provided an understanding of the system of HRM 
rather than merely the activities assigned to those who provide various personnel 
services for effective public enterprise management. They also gave a balanced and 
comprehensive grasp of the concept, problem, approaches and strategies of HRM. 
Jain (1991) in his study titled, "Is there a coherent Human Resource 
Management System in India?" has sought to explain that while most of the human 
resource management policies in India have been borrowed from a Western context, 
many of the modem Western ideas and theories do not always work in practice 
because there is a mismatch between the Western management theories and the Indian 
culture and value system. To examine the gaps between the human resource 
management policies as laid down in company publications and the actual practices 
followed by the companies in the public and private sectors and by multi-nationals in 
India, the practices in eight firms are examined. It is found that no coherent unified 
management system that can be called 'Indian Management' exists. Inconsistencies 
are apparent and real contradictions abound. There is pressure on managers in almost 
all the organizations in India to get things moving and to keep firms economically 
viable on a sustained basis. The management techniques and practices are selected 
that are likely to be congruent with the expectation of the people being managed and 
are in tune with the management styles and value orientation of key managers. 
Sharma (1992) in his research paper captioned, "Lack of Manpower Training 
in India-Causes and Characteristics" has discussed that lack of management training 
in India is quite rampant and structurally small and medium sized organizations and a 
number of managers exhibit greater tendencies to be non-trainers. Organizational size 
is negatively correlated to management training of the many suggested causes of lack 
of management training in India. Financial constraints were reported as the single 
most important factor by 89 per cent of the respondents in a recent survey. Realizing 
the worth of management training, almost 3/4 of the non-trainees hoped to initiate the 
management training in future. However, there were some conditions attached to 
embracing it as an integral part of their strategy. Non-trainers were asked to express 
their opinion about the importance of various skills from a list of 6 generals and 7 
functional skills, the response pattern is more pronounced with high degree of 
unanimity compared to junior or middle levels. With so much as stake from the small 
organizations' perspective, some regulatory mechanism will have to be instituted if 
the existing situation is to be salvaged. 
Rao (1993) in his publication entitled, "Management of Human Assets", threw 
light on the complexities of managing human beings in the present day organisations. 
The various aspects of personnel management in relation to small scale units 
operating in industrial estates have been presented initially followed by theoretical 
presentation on personnel management. Different aspects of training, organizational 
development, employee coordinating activities have also been put to close 
examination. It also attempted to find out how do employee related activities flourish 
in various other sectors like urban government, co-operatives, informal sector and 
small scale sectors. 
Luther (1995) conducted study of "Resource Management - Career 
Development". He found that the growing demand for right type of personnel in an 
organisation is tremendous due to changing economic scenario in India. The 
organisations are becoming international in their operations and perspective. To 
withstand the international competition, organisations should develop quality, cost 
consciousness and productivity and no doubt that human resources planning and 
career development are two pillars in which the organisations stand strongly. 
Murty (1995) conducted a study of Human Resource Management and 
Accounting in Construction Industry. He has rightly observed that the management 
accountants in construction companies should realize that the time is ripe to break the 
ice and start introducing HRA in the companies they work. As the oddities are more 
in this task, the introduction of HRA requires detailed planning, sustained efforts and 
longer time to implement. The professional bodies like the Institute of Cost and 
Works Accountants of India (ICWAI), Calcutta, and the National Institute of 
Construction Management and Research, Bombay, should also think about it and 
guide the construction companies in imbibing this modem tool of Management. 
Wilkinson (1995) in his paper captioned, "Towards HRM - A Case Study 
from Banking" has analyzed that HRM has been much talked about and written about 
in recent years. For some, it heralds a new age where human resource issues, at laist, 
become significant in the consideration of business strategy and HR practitioners, at 
last, attain a place in the sum. However, much of the debate has been conducted in 
purely theoretical terms covering HRM definitions and meanings. But, what is 
happening on the ground? Are HRM ideas changing policies? Are polices translated 
into practice. His case study seeks to critically examine the development of HR 
strategy in a bank. The experience suggests that, whilst HR type policies are being 
implemented, the outcomes can by no means be taken for granted. 
Bangar (1998) in his empirical study on "Human Resource Development, 
Careers and Skills" has examined the rapid changing environment in different 
industries with regard to the technological advancement, specifically in the field of 
satellite and communication technology. Stiff competition in the market place, 
expectations of enrich quality, novelty items and non-availability of skilled manpower 
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on reasonable price are forcing the organization to adopt different strategies to meet 
the challenging tasks of improving the productivity and competitiveness. While every 
factor of production has a contribution to make towards productivity, improvement in 
human resource has a far more significant role to play. In today's corporate culture, it 
is realized that the employees are the organization's most valuable assets. The basic 
concept of manpower planning in an organization involves reconciling employee's 
needs and aim with the employer's requirement for staff with specific levels of 
hierarchical responsibility. This means identifying an individual's potential and on 
that basis, planning an employee's education, training and career development. It can 
be concluded that there is dearth of research in the field of manpower in India as 
compared to the work done in Western countries. 
Budhwar (2000) in his research on "Determinants of HRM Policies and 
Practices in India: An Empirical Study", made an attempt to examine a number of 
factors that influence human resource management policies and practices. The 
empirical study examines the main contingent variables and national factors 
influencing Indian HRM. The investigation is based on a questionnaire survey carried 
out in 137 Indian firms in the manufacturing sector. The results suggest a number of 
significant conditions between a set of contingent variables (i.e., age, size, ownership, 
life cycle stage and HRM strategies of an organization, type of industry and union 
membership) and four HRM functions of recruitment and selection, training and 
development, compensation and employee communication. Similarly, four national 
factors (namely national culture, institutions, dynamic business environment and 
business sector) are suggested, which influence Indian HRM policies and practices. 
The study has a number of implications both for academicians and practitioners. It has 
also opened avenues for future research. 
Paul and Hasan (2002) in their study, "Influence of HRM Practices on 
Organizational Commitment: A Study among Software Professionals in India" bring 
to light that although organizational commitment has been discussed frequently in 
organizational psychology for almost four decades, few studies have involved 
software professionals. The study further reveals that HRM practices, such as 
employee-friendly work environment, career development, development oriented 
appraisal and comprehensive training, show a significant positive relationship with 
organizational commitment. The study results emphasize the role of such HRD 
variables as inculcating and enhancing organizational commitment, and suggest that 
Human Resource Development practitioners and researchers should further develop 
commitment -oriented organization policies. 
Bhardwaj (2003) made "A Comparative Study of Human Resource 
Management Practices and Advanced Technology Adoption of SMEs with and 
without ISO Certification". The findings show that there is a significant difference 
between firms with and without ISO 9000 certification with respect to the HRM 
practices and advanced technology adoption. It shows that small manufacturing 
enterprises have embraced advanced technologies overwhelmingly compared to non-
ISO certified firms. 
Chandran (2003) in his research paper captioned "Human Resource 
Accounting in India" highlighted the most important asset of the company i.e., human 
resource and its valuation. Initially, human assets were supposed to be necessary and 
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it was simply difficult to value them as there was no such parameter to value them but 
slowly, with the progress and advancement in the field of technology, human element 
started getting importance and got recognized in early 1990's and in 1995-96, Infosys-
technologies became the first software company to value its human resources. He 
explained that the employees are the most valuable resource unlike any other resource 
of the company. 
Grainger and Miyamoto (2003) in their paper captioned, "Human Values and 
HRM Practice: The Japanese Shukko System" discussed the aspects of the Japanese 
human resources management system to illustrate the underlying significance of 
human values in Japanese organizational management, with a particular aspect of 
Japanese human resource management used as an illustrative case. Relevant literature 
is reviewed to introduce the relational Japanese management and human resources 
management (HRM) systems, and to explain the system of inter-firm employee 
transfer within the corporate group known as the 'shukko' system. The paper then 
discusses various impacts of this HRM practice upon major stakeholders and 
identifies otherwise redundant employees as major beneficiaries of the system, 
thereby demonstrating that human values are critical to the conceptualization and 
application of Japanese human resources management practices. 
Shipton et. al (2004) in their publication titled, "Managing People to Promote 
Innovation" found that there is growing evidence available to suggest that Human 
Resource Management (HRM) practice is an important predictor of organizational 
performance. Drawing upon organizational learning perspectives, they argued that 
HRM systems also have the potential to promote organizational innovation. They 
presented longitudinal data from thirty-five UK manufacturing organizations to 
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suggest that effective HRM systems- incorporating sophisticated approaches to 
recruitment and selection, induction, appraisal and training- predict organizational 
innovation in products and production technology. They further showed that 
organizational innovation is enhanced where there is a supportive learning climate, 
and inhibited (for innovation in production processes) where there is a link between 
appraisal and remuneration for the organizations in their study. 
Khan et.al (2005) in their study captioned, "Managing Human Resource in 
Business Process Outsourcing in India for Global Competitiveness" found that stress 
problem, unrealistic target, monotonous jobs, rude customers, safety of female 
employees, health problems are some major issues that essentially evoke a set of 
strategy to overcome these problems. The go home message for BPO companies is to 
wipe out these problems by implementing employees orientation programmes, 
freedom to choose flexi-time, workshop on spiritual exercise, proper break in working 
hours, proper exit interviews, honing the employees through proper training, proper 
succession planning, transformational leadership, employee satisfaction surveys, 
rewards and recognition programme. Implementing these strategies, in letter and 
spirit, will sanguinely set the stage which will help the employees becoming globally 
competitive. 
Rizvi and Akhtar (2005) concluded in their paper entitled "Human Resource 
Management in Insurance Industry-Emerging Dimensions and Trends", that the HRM 
is vital for the success and survival of the Indian Insurance Industry. In this 
competitive environment, companies need to focus on the recruitment, selection, 
training, compensative, retention and performance of its agent force. 
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Ghebregiorgis and Karsten (2006) in their research project captioned, "Human 
Resource Management in Eritrea: Current and Future Trends" focused on HRM 
policies and practices such as: recruitment/selection, training/development, 
compensation, employee performance evaluation, reward systems and industrial 
relations. The paper reviews and describes HRM practices and examines the 
evolving context in which HRM is taking place. Hence, the main objective of 
this paper is to review the nature and scope of HRM in Eritrea and the factors 
that affect it. Specifically, the paper tries to explore to what extent are Eritrean 
organisations translating Western HRM practices and policies. This paper has four 
sections. The first section presents the introduction, research methodology and the 
cultural background of Eritrea followed by the current trends in HRM in section 
two. Section three describes the future trends in HRM in Eritrea. Finally, section four 
provides conclusions and research implications. 
Gooderham et.al (2006) in their study entitled, "The Impact of Human 
Resource Management Practices on the Performance of European Firms", analyzed 
the relationship between HRM practices and perceived firm performance in 3,281 
firms located in European Union countries using data derived from the Cranet data 
set. A factor analysis of 80 different HRM practices resulted in 15 bundles of HRM 
practices which were then further categorized as being either "calculative", 
"collaborative" or "intermediary". While controlling for firm strategy, firm size, 
market conditions, degree of unionization, industry and country the resulting analysis 
indicates that while five of the six calculative practices and both of the intermediary 
practices have a significant impact on performance none of the seven collaborative 
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practices has. It was further noted that the overall effect of HRM on performance was 
relatively modest. 
Onishi (2006) in his case study captioned, "The Transferability of Japanese 
HRM Practices to Thailand" examined the transferability of Japanese human resource 
management to Thailand. Attitudes toward life-time employment, seniority system, 
consensual decision-making, quality circles, and house unions were considered. The 
sample included 560 managers and staff of Japanese companies in Thailand. The 
results indicate that all five practices except seniority are transferable. The Thai 
employees have more positive attitudes toward consensual decision-making, quality 
circles and house unions than the Japanese managers in the Japanese manufacturers in 
Thailand. Some Japanese managers think that consensual decision-making and quality 
circles are not appropriate or accepted in Thailand. This belief may limit the 
implementation of these practices. Regarding seniority, both the Japanese mangers 
and the Thai employees agreed that performance should be evaluated by achievement, 
but years of service should be part of any evaluation criteria. 
Ozcelik and Ferman, (2006) in their study examined the competency approach 
to human resources management (HRM) in organizations through a review of 
literature and theories on the competency perspective. Building on previous theory 
and some empirical evidence, a new competency framework is developed. The main 
purpose of the study is to examine the effectiveness of the competency approach as a 
human resource strategy for promoting expected roles, skills, and behaviors in 
organizations. The study also examines potential challenges to implementing a 
competency approach to HRM in a special cultural context. This is provided by a case 
study in a multinational, fast-moving, consumer goods company in Turkey. One of 
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the findings of the study is that there are challenges to implementing the competency 
approach due to the cultural differences between home and host countries. If properly 
designed, however, the competency approach can enhance selection, development, 
promotion, and reward processes to meet both individual and organizational needs. 
Som (2006) attempted to analyze the "Bracing MNC Competition through 
Innovative HRM Practices : The Way Ahead for Indian Firms" and commented that 
with increasing globalization, firms are entering a dynamic world of international 
business that is marked by liberalization of economic policies in a large number of 
emerging economies like India. To face the challenge of increasing competition that 
has resulted fi-om liberalization, Indian organizations have initiated adoption of 
innovative human resource management practices both critically and constructively to 
foster creativity and innovation amongst employees. With the help of eleven in-depth 
case studies, the article lines to understand how innovative HRM practices are being 
adopted by Indian firms to brace competition in the post-liberalization scenario. 
A study on the Impact of Strategic Human Resource Practices on 
Organizational Performance published in Journal of Transnational Management 
(2006) explores the possible relationship between use of strategic human resource 
policies and the financial performance of manufacturing and service firms in India. 
The study assumes that there is a link between the business strategy pursued by a firm 
and its human resource policies and practices. It is also assumed that there is a 'fit' 
aspect (external and internal) between the business strategy and the human resource 
policies. The 'External-fit' is the extent the human resource planning and 
implementation process is part of the strategy process in the organization. Data was 
collected using a structured questionnaire from 115 firms representing manufacturing 
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and service sectors in India. ANOVA results show that firms pursuing different 
business strategies have different degrees of the 'external-internal fit' of human 
resources. Also, firms pursuing different business strategies use different levels of 
strategic human resource practices. The 'external-internal fit' of human resource 
shows significant variance in the use of strategic human resource practices. The 
multiple comparisons indicate that the use of strategic human resource practices is 
more among firms having higher fit. The ANOVA test also confirms that the degree 
of 'external-internal fit' of human resources and use of strategic human resource 
practices has significant variance for all the three financial variables. Return on 
capital, return on-Net worth and Tobin's q. Regression result shows a difference 
between the manufacturing and service sector firms in the variability of all the 
dependent variables viz. strategic human resource practices and financial performance 
variables of Retum-on-Capital", Return on Net Worth" and "Tobin's q'. 
Biswas et. al (2007) in their study on "Human Resource Management -
Individual Behaviour and Organizational Effectiveness" observed that a study in 
Indian Organizations strives to chart out the linkage between a firm's human resource 
management practices, their effect on individual organizational member behaviour, 
and ultimately, the enhancement of organizational efficacy. It is a study of Indian 
organizations which, over the past decade, have been undergoing quite a few changes, 
especially in terms of managerial philosophies and tendencies. Data were collected 
from three hundred and fifty seven managerial level employees. The result indicates 
that, while human resource management can indeed become a business' Strategic' 
partner, it needs to focus upon individual needs and requirements, especially those 
that are intrinsic in nature. In the context of Indian business scenario, the study reveals 
16 
that human resource management should also take into account the dominant social 
norms and values while formulating the policies and practices that can enhance 
organizational effectiveness. 
Chatterjee (2007) evaluated "Human Resource Management in India-Where 
from' and 'Where To'? He brought to light that India is being widely recognized as 
one of the most exciting emerging economies in the world. Besides, becoming a 
global hub of outsourcing, Indian firms are spreading their wings globally through 
mergers and acquisitions. During the first four months of 1997, Indian companies 
have bought 34 foreign companies for about U.S. $ 11 billion dollars. This impressive 
development has been due to a growth in inputs (capital and labour) as well as factor 
productivity. By the year 2020, India is expected to add about 250 million to its 
labour pool at the rate of about 18 million a year, which is more than the entire labour 
force of Germany. This so called 'demographic dividend' has drawn a net interest in 
the Human Resource concepts and practices in India. This dissertation traces notable 
evidence of economic organizations and managerial ideas from ancient Indian sources 
with enduring traditions and considers them in the context of contemporary 
challenges. 
Pio (2007) in his empirical study on "HRM and Indian Epistemologies-A 
Review and Avenues for Future Research" has examined that India is emerging as a 
super power, stated to be among the world's five largest economies and viewed by 
international investors and business conglomerates and tertiary education depicts it as 
a land of opportunity. A database search, since the opening up of the Indian economy 
in 1991, reveals a slowly increasing number of scholarly articles on HRM, with a 
steep increase from the year 2000 onwards. While it is acknowledged that the field of 
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HRM is a broad area, there is currently a dearth of research in specific HRM practices 
and policies in India to warrant a focus on only one area. Hence, the primary objective 
of this research is to present a scholarly survey of important research literature in the 
area of HRM in India, and to offer avenues for future research. To this end, it gamers, 
integrates and discusses research on HRM in India with a focus primarily on the past 
fifteen years. It is within this complexity that research on India and its workforce is 
presented by illuminating HRM as embedded in the Indian environment with its 
intricate epistemologies and transitions in a period of dynamic change. 
Garg et. al. (2008) conducted a study of HR Practices in the Indian Financial 
Sector. They found that the Indian financial sector is currently witnessing rapid 
growth and expansion. But the HR policies, systems and processes are not fully 
geared towards meeting the challenges of expansion taking place in the Indian 
financial sector. With human capital being a key driver of organizational success in 
the service industry, this needs to be seriously looked into. Rather than enabling HR 
to be a source of competitive advantage for firms, an unplanned and ad hoc approach 
towards HR can become a barrier for success in the future. As a function, organization 
should empower HR to become a 'motivating' arm rather than just a 'hygiene' arm. 
Only then will human resources be able to play a strategic role in the future. 
Olekar (2008) in his paper "Consolidation in the Banking Industry: HR 
Challenges, Consequences and Solutions" has studied that the consolidation process is 
a change initiative and, as such, is in every stage of integration process. HR issues are 
quite dominant and thus, sorting out human issues arising out of the consolidation 
exercise, especially in service industry like banks, are more challenging. It has 
assumed importance not because human being is involved but due to its significant 
18 
characteristics viz. sensitiveness, reactiveness and responsiveness towards biological 
actions and also due to the value attached to it. If the banks do not give required and 
timely attention to the human issues, the entire excise, which otherwise would have 
been a perfect consolidation effort, will become a futile excise. 
Pillai (2008) conducted a study of "Influence of HRD Climate on the Learning 
Orientation of Bank Employees" has shown that the employees are the greatest asset 
of any organization. The proficiency of employees plays a vital role in the context of 
diverse challenges faced by the contemporary organizations. Talent management, 
employee engagement and employee retention have become the key concerns of HRD 
professionals. This is of greater relevance for the banking industry, being one of the 
highly HR intensive sectors. In order to maintain and develop their competencies, the 
employees should have an open mind for learning and change. This proactive 
approach can be generated by providing adequate opportunities as well as motivation 
for the employees by fostering a supportive and favourable climate for learning in 
organizations. This dissertation is an attempt towards analyzing the influence of the 
HRD climate existing in banks on the learning orientation of the employees. 
Scope of the Study 
Undoubtedly, the scope of the topic is quite wide. Given the constraints listed 
in the limitations, it was not found feasible to go deep into each and every issue of 
human resource policies and practices. However, efforts, were exerted to review 
available literature on the study topic giving due attention to the most important 
aspects of the study. To this end, doctoral theses, Internet research results, research 
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journals, and other sources were carefully looked into to get a good deal of 
acquaintance as to how these research products have dealt with the subject matter. 
From all the areas, the researcher sought to get the literature, but no study 
under this topic on the bank was found. Even those made on other institutions were 
found to have specialized in one or few of human resource management issues rather 
than in a comprehensive manner. Therefore, the researcher was obliged to depend on 
the available literatures, which studied on different aspects of human resource policies 
and practices. However, the researcher believed that it wouldn't be appropriate to 
generalize the findings and conclusions of those studies to the bank in view of the fact 
that the very nature of the issue has in it the peculiarity to the company under 
consideration. Consequently, it was found necessary to conduct the research on 
selected HRM policies and practices in the ICICI Bank. 
Objectives of the Study 
The present study has been conducted to pursue the following broad 
objectives. 
> To thoroughly review the literature available on HRM policies and practices; 
> To review the conceptual exposition of HRM policies and practices; 
> To have an overview of the selected HRM policies and practices of ICICI 
Bank; 
> To study the effectiveness of HRM policies and practices in ICICI Bank 
through perception of managerial and non-managerial personnel of the bank; 
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> To highlight the strong areas of HRM policies and practices in ICICI bank as 
claimed by the management; 
> To identify issues of HRM policies and practices which in the perception of 
managerial and non-managerial personnel of ICICI Bank have not been 
properly attended; and 
> To suggest the necessary corrective measures on the basis of the findings of 
the study. 
Hypotheses of the Study 
In order to pursue the objectives vis-^-vis actual facts prevailing in the ICICI 
Bank, the researcher developed the following hypotheses in the thesis. Apparently, the 
hypotheses are not exhaustive. However, they are believed to be representative. 
Hi Merit has been the major basis of the recruitment and selection of managerial 
and non-managerial employees in the bank. 
H2 Training and development policies and practices for managerial and non-
managerial employees have largely been up to the mark as per requirement in 
the bank. 
H3 The performance appraisal of managerial and non-managerial employees in 
the bank has largely been done in an objective manner and on regular basis. 
H4 Managerial and non-managerial employees in the bank have largely been 
satisfied with the pay packages, excluding fi"inge benefits. 
H5 Managerial and non-managerial employees in the bank have largely been 
satisfied with the fringe benefits. 
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He Promotion policy of the batk for managerial and non-managerial employees 
has not been fully transparent, objective and performance based. 
H7 Managerial and non-managerial employees in the bank have largely been 
satisfied with the retirement benefits. 
Hg Managerial and non-managerial employees of ICICI bank have equally been 
satisfied with the overall HRM policies and practices of the bank. 
To test these hypotheses, the following methodology was applied: 
Research Methodology 
Study Design 
From the reason that emanate fix)m the nature of the subject and its scope, the 
type of study adopted is basically explanatory / analytical. A simple random sampling 
technique has been employed in order to draw reliable conclusions. However, one of 
the best methods of the study would have been to conduct a survey of all the branches 
of ICICI Bank in India. But since this would have been is a very large and time 
consuming project, it has been decided to use case method. Thus, a sample of 40 
branches of U.P. Uttrakhand, and Delhi has been considered as the modest number 
from the point of view of feasibility of accessibility, cost and time. 
The field investigation is based on a sample of 397 respondents chosen from 
amongst the managerial and non-managerial employees of sampled branches. Forty 
managerial level and 357 non- managerial personnel have been selected to ascertain 
their reactions towards selected HRM issues and to locate problems. The analysis is 
based mainly on the responses received from them. Needless to mention that the 
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researcher had to meet them invariably to explain and also to convince them to 
respond fairly and fearlessly on the assurance that their identities will not be disclosed 
to the top management and their support will help improve the pattern of human 
resource management policies and practices not only in the selected branches but also 
in other branches of ICICI Bank in the country. Luckily, all the respondents were 
highly qualified and cooperative; hence the researcher did not have any difficulty in 
explaining them the statements and getting the questionnaires back from them. 
Measurement 
For the reason indicated in the limitations of the study section, the project has 
revolved around and considered only HRM policies and practices in the ICICI bank. 
No attempt was made to collect data from other banks to make comparison with that 
of the ICICI bank. Therefore, the data so acquired has been used to make comparison 
of relevant variables by calculating percentages and ratios vis-a-vis total sample size. 
To draw more meaningful conclusions, statistical tools such as mean scores, standard 
deviations, chi- square test have been applied. Besides, to address the research 
question, single-sample t-tests have also performed on each questionnaire item to 
determine whether the mean response to that item indicated a favorable or 
unfavorable attitude toward the HRM practice it represented. Each t-test determined 
whether the mean response deviated significantly from 3.0, which indicates neutrality. 
Instruments of Data Collection 
Relevant and reliable primary and secondary data for the study were collected. 
A well-designed and comprehensive questionnaire was developed to assess the 
selected components of the company's HRM system. The questions focused on HRM 
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policies and practices with respect to managerial and non-managerial employees. A 
total of 38 items were used to measure variables that capture aspects of selected HRM 
practices, such as, recruitment and selection, compensation, promotion, performance 
appraisal, training and development and some of the retirement benefits. It also 
addressed the respondents' attitudes and perceptions of several aspects of their work 
environment. The questionnaire used a five-point Likert scale, with response options 
ranging from 1 (strongly disagree) to 5 (strongly agree). Moreover, informal 
discussions with the management and staff of the bank have also been done. 
Secondary data was gathered from books, journals, magazines, bulletins, newspapers, 
conference proceedings, personnel records and annual reports of ICICI Bank, 
newsletters, collective agreements, proclamations, websites etc. 
Presentation Instruments 
The data collected through primary and secondary sources have been analyzed 
and presented in statistical tables, schedules, pie charts, graphs, etc. 
Limitations of the Study 
In the present study, the researcher has made all possible efforts to extensively 
cover almost all important aspects of HRM in commercial banks with special 
reference to ICICI Bank. But in the endeavour, the researcher had to undergo a 
number of difficulties at all stages in completion of this thesis. Firstly, the reluctance 
of the management of ICICI bank to provide sufficient data was a big hindrance to 
draw the desired results. Secondly, the research project had no financial sponsor. 
Consequently, it could not be extended to cover other similar institutions, which 
would have given a better feedback to the management of the banks. Besides, time 
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has been an omnipresent constraint. The study was, therefore, confined to exploring 
and analyzing the selected HRM Policies and Practices in ICICI Bank. Besides, the 
researcher, while surfing the Internet to find if there are similar researches made on 
the subject, the reply she got from her endeavour was, 'there is no such thing as a free 
lunch.' Almost all research papers on the internet requested for payment via credit 
cards which unfortunately was not within the reach of the researcher. There were no 
theses and dissertations that dealt with similar comprehensive topic. Consequently, 
the literature reviewed from these materials covered only one or two, or few more 
separate issues of HRM policies and practices in different organizations. 
Another constraint was that, despite a relentless effort, the researcher could 
not have a discussion with the bank's top executives. As was informed through an 
assistant, the executives could not be available due to busy schedules. Besides, due to 
global meltdown, most of the employees were subdued, uncooperative and reluctant 
to respond due to fear of losing their jobs if they speak against the bank. This could 
hardly leave a deep impact upon the findings of the study. Even as it is, the research 
findings bring within its fold a number of aspects relating to HRM system in the 
ICICI Bank. But it should be made clear here that the study pertains to a selected 
number of branches; the results presented in it are not the representative of the state of 
HRM practices in the ICICI Bank as a whole. 
Structure of the Thesis 
In order to pursue the objectives of the study, the chapters of the study are as 
follows: 
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In the first chapter, an attempt has been made to enlighten about the whole 
research by stating the statement of the problem, review of literature, scope of the 
study, objectives of the study, hypotheses of the study, limitations of the study and 
plan of the study etc. 
The second chapter deals with the concepts and philosophies of human 
resource management as approached by various scholars. It also deals with the 
functions and importance of human resource management. 
Third chapter entitled, "Development of Commercial Banks in India" has tried 
to give a better insight than the study proposal about the evolution of banking system, 
performance and growth of commercial banks in India. 
In the fourth chapter, an attempt has been made to study selected HRM 
policies and practices of ICICI Bank, Moreover, the performance and growth of ICICI 
Bank has also been discussed in this chapter at length. 
The fifth chapter is an empirical presentation of primary data collected 
through questionnaire from staff as well as from the management team members of 
the sampled branches of ICICI bank. The pursued hypotheses have also been tested in 
this chapter. 
In the sixth and final chapter important conclusions have been drawn in the 
light of findings of the study. Besides, important suggestions have been made on the 
findings. 
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CHAPTER II 
HUMAN RESOURCE MANAGEMENT (HRM) - A 
CONCEPTUAL EXPOSITION 
The preceding chapter attempted to give a background of the entire research 
project. In addition, various related researches conducted in the field of human 
resource management In India and even abroad have been thoroughly reviewed in this 
chapter. The present chapter is a conceptual framework of human resource 
management. The major focus of this chapter has been on the dynamics of the concept 
of human resource management. Besides, it also summarizes the objectives, fimctions 
and importance of human resource management. 
Introduction 
Human resources are the most valuable and productive assets of an enterprise. 
They are the key to success. As Trowbridge (1988) said, one of the recent changes in 
business in recent years has been the increased respect and responsibility afforded to 
human resource professionals. These individuals are now expected to provide the 
direction necessary to meet the many human resource problems and challenges of the 
future. For example, within the next decade, the content of more than half of all 
existing jobs is likely to change, and 30 per cent of all existing jobs will be eliminated 
by technological advances (Flamholtz: 1987). 
The process and growth of globalization has spawned phenomenal 
metamorphosis in all the facets of contemporary business milieu and the development 
of human resources and their management is no exception to this unique 
phenomenon. The ubiquitous form of this global force has ushered in new business 
era and has acknowledged the human factor as the most cardinal determinant as 
harbinger of organizational success. The preening of the term from "labour relations" 
to "personnel management" and recently to the avant-garde term "human resource 
management" in the lexicon of organization is axiomatic of this manifestation of 
human prowess in the sphere of global competition (Khan et. Al. 2005). 
Not many decades ago, people engaged in human resource work had titles 
such as 'welfare secretary' and 'employment clerk.' Their duties were rather 
restrictive and often dealt only with such items as workers' wages, minor medical 
problems, recreation, and housing (Eibirt: 1969). Personnel as human resources was 
most commonly called, as a profession was generally held in low esteem, and its 
organizational position was typically near the bottom of the hierarchy. In the past, 
says John L Quigley, vice-president of human resources. Dr. Pepper Company, "the 
personnel executive was the 'glad hander' or 'back slapper' who kept moral up on the 
company by running the company picnic, handling the United Fund drive, and making 
sure the recreation program went off well." Those days are over in most 
organizations. The field of human resource management changed dramatically during 
the 1980s, in ways that created a greatly expanded role from the human resource 
manager. The human resource manager's position is no longer a 'retirement' position 
given to mangers that cannot perform adequately anywhere else in the organisation. 
Firms have now learned that the human resource department can have a major impact 
on the organization's overall effectiveness and profitability. 
According to the 1988 ASPA/Mercer- Meidinger -Hansen survey of some 
20,000 human resources professionals in 140 organizations of varying size, top 
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human resource executives are generally being paid in line with other upper level 
mangers. As might be expected, salaries of corporate human resource executives 
depend largely on the size of the organisation. For firms with annual sales of over 
$1.5 billion, the average salary was $140,000, but increased to $170,100 when 
bonuses were added. Further, it was identified that some specialists received the least 
amount of increeise in salary. Human resource professionals with specialized job 
function such as executive compensation manager, international compensation 
manager, employee relations executive, and equal employment opportunity manger 
had the highest salary growth between 1983 and 1988. Those who performed job 
functions such as training/organizational development manager, training specialist, 
and management development manger had the lowest salary growth during the same 
period (McMillan and Walters: 1988). 
Dynamics of the Concept of Human Resource Management 
Undoubtedly, human resource management is a management function 
concerned with hiring, motivating and maintaining people in an organization. It 
focuses on the people in organization. The term human resource management, a 
relatively new term, emerged during the 1970s. Many people continue to refer to the 
discipline by its older, more traditional titles, such as personnel management or 
personnel administration. As in any other discipline, there is the problem of semantics 
in human resource management too. 
First, we have two terms, namely, personnel management and human resource 
management. Between these two terms there is a basic difference, and it is useful to 
understand as to what it is. Human resource management differs from personnel 
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management both in scope and orientation. Human resource management views 
people as an important source or asset to be used for the benefit of organizations, 
employees and the society. It is emerging as a distinct philosophy of management 
aiming at policies that promote mutuality- mutual goals, mutual respect, mutual 
rewards and mutual responsibilities. The belief is that policies of mutuality will elicit 
commitment which, in turn, will yield both better economic performance and greater 
human resource development (HRD). Though a distinct philosophy, human resource 
management cannot be treated in isolation. It is being integrated into the overall 
strategic management of business. Further, human resource management represents 
the latest term in the evolution of the subject. The year 1990 was a turning point in 
this evolution. The American Society for Personnel Administration (ASPA), the 
largest professional association in this field of management, changed its name to 
Society for Human Resource Management (SHRM). Since then, the expression is 
gradually replacing the hacicneyed term 'personnel management'. (Aswathappa: 
2008). 
Personnel management has a limited scope and an inverted orientation. It is 
viewed as a tool, the behavior of which could be manipulated for the benefit of the 
organisation and replaced when worn out. The personnel department itself was not 
treated with respect. It was fit with not- very- productive employees whose services 
could be spared with minimal damage to the organization's ongoing operations. 
Personnel function was treated as a routine activity meant to hire new employees and 
to maintain personnel records. It was never considered a part of the strategic 
management of businesses. Historically, personnel management preceded human 
resource management. 
33 
According to Yoder (1972), "Human resource management is that phase of 
management which deals with the effective control and use of manpower as 
distinguished from other sources of power." This definition highlights the controlling 
and utilisation elements of human resource management. Though these elements 
make up some of the core aspects, it lacks comprehensiveness and clarity. Just to 
give one instance, it does not give a clue as to how effective we can use and control 
the dynamic and priceless resource - human resources. Further he has viewed human 
resource management as a system in which participants seek to attain both individual 
and group goals." 
In the words of Armstrong (1999) human resource management is a strategic 
and coherent approach to the management of an organization's most valued assets-the 
people working there who individually and collectively contributes to the 
achievement of its goals. 
Dunn and Stephens (1972) have observed that "the personnel management is 
the process of attracting, holding and motivating people involving all managers - line 
and staff." Looking into this definition, it can be seen that personnel management 
mainly deals with three activities, such as, attracting people by offering suitable 
monetary and non-monetary rewards; retaining them in the organisation by improving 
work environment, etc.; and motivating them by following progressive practices and 
human policies conducive to bring about personal satisfaction to the employees. 
According to Wendell (1974), "Personnel management is a major component 
of the broader managerial function and has roots and branches extending throughout 
and beyond each organisation. He further stated that, "Personnel Management is the 
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recruitment, selection, development, utilisation of and accommodation to human 
resources by organizations. The human resources of an organisation consist of all 
individuals regardless of their role, who are engaged in any of the organizations 
activities." 
This definition outlines that personnel management is planning, coordinating, 
and controlling of a network of sub-processes and facilitating systems pertaining to 
the recruitment, selection, utilisation and development of an accommodation of 
human resources. The sub-processes encompass the most imperative pieces of 
personnel management, leadership, justice determination, task specialization, staffing, 
performance appraisal, training and development, compensation, collective bargaining 
and organisation development. 
Flippo (1980) states that human resource management is the planning, 
organizing, directing and controlling of the procurement, development, compensation, 
integration, maintenance and separation of human resources to the end that individual, 
organizational and societal objectives are accomplished. This definition is also a 
comprehensive one and covers both the management functions and its operative 
functions. 
Mamoria (1988) on the basis of the various definitions given by different 
human resource experts, brought into light a few basic facts and characteristics about 
human resource management. Firstly, human resource management is concerned with 
managing people at work. Such people or personnel does not simply refer to "rank 
and file employees" or "unionised labour" but also includes "higher personnel" and 
"non-unionised labour." The shape and form that personnel may take may differ 
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greatly from company to company; and to be effective, it must be tailored to fit the 
individual needs of each organisation. 
Secondly, it is concerned with employees, both as individuals as well as a 
group, the aim being to get better results with their collaboration and active 
involvement in the organisation activities i.e. it is a function or process or activity 
aiding and directing workmen and men in maximising their personal contribution. 
Thirdly, human resource management is concerned with helping the employees to 
develop their potentialities and capacities to the maximum possible extent, so that 
they may derive great satisfaction fi-om their job, capacities, interests, opportunities 
and personality of the employees. Fourthly, since recruitment, selection, development 
and utilisation of, and accommodation to people are an integral part of any organised 
effort; human resource management is inherent in all organizations. It is not confined 
to industry along; it is equally useful and effective in government departments, 
military organizations and non-profit institutions. It is a major part of the general 
management function and has its roots and branches extending throughout and 
beyond each organisation. Therefore, it is rightly the central pervasive system of all 
organizations. In short, every member of the management group, from top to bottom, 
must be an effective personnel administrator because he depends on the cooperative 
efforts of his subordinates (Pigors and Myres: 1973). 
Fifthly, human resource management is of a continuous nature. In the words 
of Terry (1970) "It cannot be turned on and off like water from a faucet; it cannot be 
practiced only one hour each day or one day a week. Personnel management requires 
a constant alertness and awareness of human relations and their importance in 
everyday operations." Finally, human resource management attempts at getting the 
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willing cooperation of the people for the attainment of the desired goal, for work 
cannot be effectively performed in isolation without the promotion and development 
of an esprit de corps. 
Taking the above characteristics into consideration, it may be observed that 
human resource management is an approach; a point of view; a new technique of 
thinking and a philosophy of management, which is concerned not only with 
managing people, but also with solving the human problems of an organisation 
intelligently and equitably, and in a manner which ensures that employees' potential 
is properly developed, that maximum satisfaction is derived by them from their work, 
that the objectives of the organisation are achieved and that good human relations are 
maintained within the organisation. 
The Objectives of Human Resource Management 
Mamoria (1998) holds a view that the responsibility of ensuring a 
satisfactory accomplishment of the objectives of an organisation and of its employees 
lies on the shoulders of human resource professionals, for if they are not reasonably 
achieved, the basic objectives of the organisation will suffer. 
The objectives of personnel management, personnel administration or 
industrial relations in an organisation are to obtain maximum individual development, 
desirable working relationships between employers and employees, and to affect the 
moulding of human resources as contrasted with physical resources (Scott et. 
al.:1977). 
Dirks (1970) state that "the objectives of personnel administration include 
utilisation of human resources effectively, establishment and maintenance of 
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productive and self-respecting working relationships amount the participants and 
attainment of maximum individual development of the members in the organisation." 
Pigors and Myres (1973) observed, "Managing is organizational leadership 
and one of its central tasks is effective coordination and utilisation of available human 
and non-human resources to achieve the objectives of the organisation. These 
objectives may be, for example, to maximize profit or increase the firm's share of the 
market in business enterprises; to improve efficiency or expand the scope of services 
provided by a governmental department; to get more members or to bargain more 
effectively for members in a labour union; or to improve the quality or instruction, 
expand facilities for training and undertake research." 
The American Management Association (1947) has very concisely 
summarized the objectives of Personnel Administration saying, "The purpose of a 
business enterprise is the profitable production of goods and services to fulfill 
economic needs in such a way as to provide satisfactory returns to both economic and 
social suppliers, owners and members of the organisation, under conditions which 
provide for the maximum conservation of human and material resources over a 
continuing period." 
Ivancevich and Glueck (1983) have listed out the purposes of human 
resources management for the organizational effectiveness. 
> Helping the organisation reach its goals. 
> Employing the skills and abilities of the work force efficiently. 
> Providing the organisation with well-trained and well-motivated employees. 
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> Increasing to the fullest the employee's job satisfaction and self-actualization. 
> Developing and maintaining a quality or work life that makes employment in 
the organisation desirable. 
> Communicating human resource management policies to all employees. 
> Helping to maintain ethical policies and behaviour. 
> Managing change to the mutual advantage of individuals, groups, the 
enterprise, and the public. 
The points set out by different authors can be succinctly put as that the 
objectives of human resource management is to bring in to the organisation the right 
person and assign to the right job/position. The word 'right' here implies the 
optimization of resources and conformance to strategies of the organisation. 
Functions of Human Resource Management 
Human resource activities reflect a management's personnel policies, 
programmes and procedures. They are designed to influence both indirectly (support 
activities) and directly (functional activities) the match between individuals and jobs. 
Support activities are not intended to directly influence the individual -job match. 
The three major support activities are analyzing individuals and jobs, assessing 
outcomes, and human resource planning. Functional activities are undertaken to 
directly affect the individual job match and thus the human resource outcomes. These 
include staffing, development, compensation, labour relations, and the work 
environment (Heneman: 1994). The greatest amount of time, 33 per cent, is spent in 
staffing (recruiting, selection, orientation, evaluation, discipline). Next comes 
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compensation and benefits, 28.5 per cent; then training and development, 11 per cent; 
and labour relations, 10 per cent. The other activities consume 5 per cent or less of 
the human resource department's time (Gorlin: 1982). 
As shown above, human resource management is the management of human 
resources in an organisation and is concerned with the creation of harmonious 
working relationships among its participants and bringing about their utmost 
individual development. Human resource management undertakes all those activities 
which are concerned with human elements or relations as well as with material 
elements in an organisation. Whatever functions are listed therein, the main objective 
of these functions is to bring together expertise in a scientific way and to create 
attitudes that motivate a group to achieve its goals economically, effectively and 
speedily. 
Broadly speaking, experts have generally classified the functions into two 
major categories, viz., managerial functions and operative functions (Mamoria: 1998). 
Others have classified fianctions as general and specific functions, and yet others as 
'personnel administration functions' and 'industrial relations functions.' Functions 
have also been classified on the basis of the capacities; or on the basis of authority. 
Under 'general' type of functions, the human resource management is required to 
conduct personnel research, assist in the programmes of personnel administration, 
develop appraisal plans, launch education and training programmes, develop a 
competent work force, and establish and administer varied personnel services 
delegated to personnel department. Specific functions of the personnel management 
may involve itself in areas of employment, safety, wage and salary, benefit schemes, 
community relations and advice and counseling the employees. 
40 
Personnel administration functions relate to the function of managing people 
from the lower to the upper level of the organisation and embraces policy 
determination as well as implementation of policies by the personnel at the lower 
levels. Accordingly, personnel administration refers to creating, developing and 
utilizing a work group and involves all types of inter-personnel relationships between 
supervisors and subordinates. (Meggison: 1967). 
The industrial relations functions, on the other, are not directly related to the 
functions of managing people, but refer to interactions between the management and 
the representatives of the unions. Such functions involve all activities of employer-
employee relationship, such as organisation of the union members, negotiations of 
contracts, collective bargaining, grievance handling, disciplinary action, arbitration, 
etc. - the purpose of all these being to prevent conflict between the two participants. 
The above two functions are inter-related and inter-dependent and, hence, the 
most common term used is "Personnel Management/Administration and Industrial 
Relations." 
The classification on the basis of capacities has been adopted by Saltonstall 
(1955) who opined that although personnel managements' function is the 'staff 
function', it also performs three roles viz. he performs a line function not only 
because he directs the work in his own department but also in some service functions 
such as recruitment, administration of benefits, the plant canteen and allied activities; 
he functions as a coordinator of personnel activities, in so far as he controls the 
functions of other departments. This he does through regular reporting on labour 
turnover, absenteeism, accidents and grievances to different levels of management. 
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He also assists/advises the top management in accomplishing personnel objectives, 
policies and procedures and he performs a typical staff function in the form of 
assisting and advising the line personnel to solve their problems. 
Henning et. al. (1961) observed that "the personnel man is described in the 
text books and journals is line 'abominable snovwnan' much talked about but seldom 
seen. They have classified his functions into three categories as area of maximum 
authority, e.g., direction of payroll calculations, orientation procedure, transfer rules, 
etc; area of combined use of authority and persuasion, and area of maximum 
persuasion, e.g., salary changes under the rules of the plant, employment of 
individuals recommended by the personnel department in other departments, initiating 
disciplinary action, etc. 
The human resource management functions, in broad heads, can be classified 
into Managerial and Operational. Managerial function of human resource 
management is the development of the people and not the direction of things. 
Managing people is the heart and essence of being a manger. Thus, a personnel 
manager is a manager and, as such, he must perform the basic functions of 
management. He exercises authority and leadership over other personnel. His 
functions involve planning, organizing, staffing, directing, coordinating, reporting and 
budgeting the work of those who are entrusted with the performance of operative 
functions (Luther: 1937). In other words, managers procure process and peddle, find 
and employ resources, develop services, and find markets for their output. 
The operative functions of human resource management are concerned with 
the activities specifically dealing with procuring, developing, compensating, and 
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maintaining an efficient work force. These functions are also known as service 
functions. The purpose of all of these activities is to assist in the accomplishment of 
the organization's basic objectives. In the following pages, an attempt has been made 
to address these functions one by one: 
Job Analysis and Design 
Mondy et. al. (1986), define job analysis as the systematic process of 
determining the skill, duties, and knowledge required for performing jobs in an 
organisation. He further says that it is an essential and pervasive human technique. 
Job analysis provides a summary of a job's duties and responsibilities, its 
relationships to other jobs, the knowledge and skills required, and working conditions 
under which it is performed. Job facts are gathered, analyzed, and recorded, as the 
job exists, and not as the job should exist. The latter function is most often assigned 
to industrial engineers, methods analysts or others. Job analysis is conducted after the 
job has been designed, the worker has been trained, and the job is being performed. 
Mondy et. al. (1986) have also given another definition of job design as "the 
process of determining the specific tasks to be performed, the methods used in 
performing these tasks, and how the job is related to work in the organisation". 
Technology has an impact on job design. The type of equipment and tools, as well as 
particular work layout and methods, used in producing goods or services tend to act as 
constraints. Job design is also affected by laws and governments regulations. 
Management may want to design a job in a way that might increase worker 
performance, but in doing so would violate labour laws or environmental or safety 
standards. Other important considerations for job design include the abilities. 
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attitudes, and motivation of the firm's employees. Obviously, the design of particular 
jobs depends on the abilities or training potential of employees. Designing a job that 
would be far more complex than the ability level of employees available to perform it 
wouldn't make sense unless they are willing to be trained or new employees with the 
necessary capabilities can be hired. 
Mondy et.al (1986) argue that Job analysis systematically collects, evaluates, 
and organizes information about jobs. Werther and Davis (1993) complement Mondy 
et.al argument stating that these actions are done by specialists, called job analysts, 
who gather data about each job but not about every person. It is performed on three 
occasions. First, it is done when the organisation is founded and a job analysis 
program is initiated for the first time. Second, it is performed when new jobs are 
created. Third, it is used when jobs are changed significantly as a result of new 
technology, methods, procedures, or systems. The majority of job analyses are 
performed because of changes in the nature of jobs. Job analysis information is used 
to prepare both job descriptions and job specifications. 
According to Werther and Davis (1993) job analysis has three phases. The 
first phase is preparation for job analysis during which the analyst gets general 
familiarity with the organisation and type of work. After such an acquaintance comes 
collection of job analysis information, which includes job identification, questionnaire 
development, and data collection. Finally, immediate application of this information 
transforms it into job descriptions, job specifications, and job standards. 
Ash and Levine (1980) hold a view that job analysis has traditionally been 
conducted in a number of different ways because organizational needs and resources 
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for conducting job analysis differ. Selection of specific method should be based on 
the ways in which the information is to be used Qob evaluation, pay increases, 
development, and so on) and the approach that is most feasible for a particular 
organisation. Accordingly, we could use questionnaires, observation, interview, 
employee recording or a combination of methods. The central question often facing 
job designers is whether a particular job should have more or less specialization to 
become more effective. When job designers believe jobs are not specialized enough, 
they engage in work simplification as the task may be assigned to two jobs. 
Unneeded tasks are identified and eliminated what remains are jobs that contain fewer 
tasks. 
The risk of work simplification is that jobs may be so specialized that 
boredom causes errors or resignations. To increase the quality of work life for those 
who hold such jobs that are very specialized which seldom offer opportunities for 
accomplishment, recognition, psychological growth or other sources of satisfaction, 
job designers use certain techniques such as job rotation, job enlargement, and job 
enrichment. 
Job rotation moves employees from job to job. Jobs themselves are not 
actually changed; only the workers are rotated. Rotation breaks the monotony of 
highly specialized work by calling on different skills and abilities. The organisation 
benefits because workers become competent in several jobs rather than only one. 
Human resource experts should caution those who desire to use job rotation. It 
doesn't improve the jobs themselves; the relationships between tasks, activities, and 
objectives remain unchanged. It may even postpone the use of more effective 
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techniques while adding to training costs. Job rotation should be implemented only 
after other techniques have been considered. 
Job enlargement, also known as horizontal loading, expands the number of 
related tasks in the job. Enlargement adds similar duties to provide greater variety 
and reduces monotony by expanding the job cycle and drawing a wider range of 
employee skills. Job enrichment refers to basic changes in a job's content and level of 
responsibility, providing a greater challenge to the worker. In this approach to job 
design, the employee is given a chance to experience greater achievement, 
recognition, responsibility, and personal growth. 
According to Herzberg (1979) job enrichment efforts should be based on 
such principles as increasing job demands; changing the job to increase the levels of 
the difficulty and responsibility of the job; increasing a worker's accountability; 
allowing more worker control and authority over the work while retaining the 
manager's ultimate accountability; providing work scheduling freedom within limits, 
allowing workers to schedule their own work; providing feedback; making periodic 
reports on performance directly to the worker; providing new learning experiences 
and creating opportunities for new personal experiences and growth. 
There is a basic distinction between job enrichment and job enlargement. 
Job enlargement changes the scope of a job to provide a greater variety of tasks, it 
expands duties horizontally. For example, instead of knowing how to operate only 
one machine, a worker is taught to operate two or even three with the same level of 
responsibility. Job enrichment, on the other hand, involves increased responsibility -
a vertical extension of duties. 
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Recruitment 
Mondy (1986) defines recruitment as the process of attracting individuals on 
a timely basis, in sufficient numbers and with appropriate qualifications, and 
encouraging them to apply for jobs with an organisation. 
In the words of Werther and Davis (1993) recruitment is the process of 
finding and attracting capable applicants for employment. The process begins when 
new recruits are sought and ends when their applications are submitted. 
For Heneman III ( 1994) defines recruitment as the process of seeking out 
and attempting to attract individuals in external labour markets who are capable of 
and interested in filling available job vacancies. Recruitment is an intermediate 
activity whose primary fiinction is to serve as a link between human resource 
planning on the one hand and selection on the other. 
When human resource planning indicates a need for employees, a firm 
should first evaluate alternatives to hiring additional workers. Common alternatives to 
recruitment include overtime, subcontracting, temporary employees, and employee 
leasing. When these other alternatives won't meet the demand, the recruitment 
process starts. Frequently, recruitment begins when a manager initiates an employee 
requisition. It specifies job title, department, the date the employee is needed for 
work, and other details. With this information, the human resource manager can refer 
to the appropriate job description to determine the qualifications needed by the person 
to be recruited. 
The next step is to determine whether qualified employees are available 
within the firm (the internal source) or must be recruited externally from sources such 
47 
as colleges, universities, and other organizations. Because of the high cost of 
recruiting, organizations must be assured that they are utilizing the most productive 
recruitment sources and methods. Recruitment sources are places where qualified 
individuals can be found. Recruitment methods are the specific means by which 
potential employees are attracted to the firm. After identifying the sources of 
potential employees, the human resource manger chooses the appropriate methods for 
internal and/or external recruitment. 
Candidates for jobs may be attracted form various outside sources. Firms 
often depend heavily on high schools and vocational schools when recruiting clerical 
and other entry-level operative employees. Many community colleges are sensitive to 
specific employment needs in local labour markets and graduate highly sought after 
students. Colleges and universities represent major sources of recruitment for many 
organizations. Competitors and other firms in the same geographic area or industry 
may be most important source of recruits for positions where recent experience is 
highly desired. The unemployed and self-employed may also be good sources of 
recruits. Recruitment methods such as advertising, employment agencies, and 
employee referrals may be effective in attracting individuals with virtually every type 
of skill. Recruiters, special events, and internships are used primarily to attract 
college and university students. Also, executive search firms and professional 
organizations are particularly useful in the recruitment of managerial and professional 
employees. 
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Selection 
Mondy et.al (1986) define selection as the process of choosing from a group 
of applicants the individuals that are best suited for a particular position. In many 
human resource departments, recruiting and selection are combined and called the 
employment function. In large departments, the employment function is the 
responsibility of the employment manger. In smaller departments, personnel 
managers handle these duties. 
The selection process often begins with an initial screening of applicants to 
eliminate those who obviously do not meet the position's requirements. The next step 
may involve having the prospective employee complete an application for 
employment. The employer evaluates it to see whether the individual's qualifications 
match the position's requirements. A well-designed and properly used application 
form is much more effective than resumes in reducing dozens of applicants to a few 
bona fide candidates. 
Selection tests are often used to help assess an applicant's qualifications and 
potential for success. Although selection tests may accurately predict an applicant's 
ability to perform a job, they cannot indicate the extent to which the individual will 
want to perform it. Another potential problem related primarily to personality tests 
and interest inventories has to do with the applicant's honesty. There may be a strong 
motivation for the applicant to respond to questions untruthfully or provide answers 
that he or she believes the firms expect. 
The employment interview is a goal-oriented conversation in which the 
interviewer and applicant exchange information. The specific content of employment 
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interviews varies greatly, but the following general topics appear fairly consistent in 
employment interviews: technical competence, personal qualities, and career 
potential. Interviews may be conducted in several ways. In a group interview, 
several applicants interact with one or more company representatives. In a board 
interview, one candidate is interviewed by several company representatives. The 
stress interview intentionally creates anxiety to determine how an applicant will react 
in certain types of situations. A realistic job preview (RJP) conveys unbiased job 
information to the applicant. Reference checks provide additional insight into the 
applicant and are used to verify the accuracy of the information provided. Often a 
background investigation of the applicant's past employment history is necessary. 
After the decision has been made to extend a job offer, the successful 
candidate takes a physical examination. Typically, a job offer is contingent on the 
candidate's successful passing of the physical examination. Assuming that no 
disqualifying medical problems are discovered during the physical examination, the 
applicant can now be employed. 
Human Resource Development 
Human resource development (HRD) is a planned, continuous effort by 
management to improve employee competency levels and organizational performance 
through training, education, and development programs (Nadler: 1984). The purpose 
of trainings is to improve an individual's performance on a currently held job or one 
related to it. The purpose of education is to improve the overall competence of an 
individual in a specific direction and beyond the current job. The purpose of 
development is to nurture the individual's growth but not with regard to any specific 
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job. Although training helps employees do their present jobs, the benefit of training 
may extend throughout a person's entire career and may help develop that person for 
future responsibilities(Miller:1981). Development, on the other hand, helps the 
individual handle future responsibilities, with less emphasis on present job duties 
(Werther and Davis: 1973) 
Several factors can greatly influence the effectiveness of training and 
development programme. First and foremost, training and development must have 
top management's full support. In addition, the HRD process must have the 
commitment of other managers, both generalists and HRD specialists. A firm's 
employee relations efforts and the firm's emphasis on employee health and safety can 
also influence the HRD process. 
A management development provides learning experiences for the purpose 
of upgrading the skills and knowledge required for managerial positions. Coaching is 
an on-the-job approach to management development in which the manager is given an 
opportunity to teach on a one-to-one basis. Training of operative employees includes 
on-the-job training (OJT), in which the person learns job tasks by actually performing 
them. Apprenticeship training combines classroom instruction with on-the-job 
training. Simulators are training devices of varying degrees of complexity that model 
the real work. Vestibule training takes place away from the production area on 
equipment that closely resembles the equipment actually used on the job. 
A perfectly conceived training program can fail if the participants are not 
convinced that it has merit. They must believe that the program is valuable and can 
help them achieve their personal and professional goals. The credibility of human 
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resource development specialists may depend on a successful series of programs. 
Human resource mangers and specialists usually take responsibility for developing the 
overall effort, as well as various training programs. Thus, they work with line 
mangers to diagnose training needs, recommend budgeting levels to top management, 
and maintain lists of outside (e.g. university) programs that employees might attend, 
set up, and sometimes conduct, in-compariy training programs that are offered. 
Career Planning and Development 
Career is a general course a person chooses to pursue throughout his or her 
working life. Career planning is a process whereby the individual sets career 
objectives and identifies the means to achieve them. Career planning involves 
evaluating abilities and interests, considering alternative career opportunities, 
establishing career goals and planning practical development activities (Mondy 
et.al:1986). 
Werther and Davis (1973) defined career as "all the jobs that are held during 
one's working life." They further stated that for some people, these jobs are part of a 
careful plan while, for others, it is simply a matter of luck. Career paths are flexible 
lines of progression through which people typically move during their employment 
with a company. Career development is an organization's formal approach to 
ensuring that people with a proper qualifications and experience are available when 
needed. The process by which individuals plan their life's work is referred to as 
career planning. It involves evaluating abilities and interests, considering alternative 
career opportunities, establishing career goals, and planning practical development 
activities. Career planning is a continuous process, which begins with a person's 
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employment and initial orientation. Job performance is observed and compared with 
job standards. Strengths and weaknesses will be noted, enabling management to 
assist the employee in making a tentative career decision. This tentative career 
decision is based on a number of factors, including personal needs, abilities, and 
aspirations, as well as the needs of the organisation. Management can then schedule 
training and development programs that relate to the employee's specific needs. 
Depending on the organisation and the nature of the jobs involved, one of 
three types of career paths may be used: traditional, network, and dual. In the 
traditional career path, an employee progresses vertically upward in the organisation 
from one specific job to the next. The network career path contains both a vertical 
sequence of jobs and a series of horizontal opportunities. The dual career path 
recognizes that technical specialists can and should be allowed to continue to 
contribute without having to become managers. 
The implementation of career plans requires career development. Career 
development is comprised of those personal improvements one undertakes to achieve 
a career plan. Each person must accept his or her responsibility for career 
development understanding fiilly that career progress is sometimes likely to suffer. 
Once this personal commitment is made, several career development actions may 
prove useful which involve job performance, exposure, resignations, organizational 
loyalty, mentors and sponsors, key subordinates, grov^h opportunities, and 
international experience. Organizations can assist individuals in numerous ways with 
their career planning and development. Some currently used methods, most of which 
are used in various combinations, are management by objective (MBO), career 
counseling, company materials, performance appraisal system, and workshops. 
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Career planning and development Is now an accepted human resource strategy among 
training and development administrators, personnel officers and organizational 
consultants. 
Performance Appraisal 
Performance appraisal is a system that provides a periodic review and 
evaluation of an individual's job performance (Baylie: 1974). It is the process by 
which organizations evaluate job performance when done correctly, employees, their 
supervisors, the human resource department, and ultimately, the organizational benefit 
(Werther and Davis: 1973). Mangers often believe that the most significant human 
resource outcome involves the contribution the employees made to the organization's 
goal attainment. These contributions are called employee performance, meaning how 
effectively employees carry out their job responsibilities. The most frequently used 
method the organizations use to measure employee performance are called 
performance appraisal. 
The overriding purpose of performance appraisal is to improve the 
organization's effectiveness. Identification of specific objectives provides the starting 
point for the performance appraisal process. Because an appraisal system cannot 
serve all purposes, a firm should select those specific objectives it desires to achieve. 
Next, workers must understand what is expected of them on the job. Supervisors 
normally discuss with employees the major duties contained in their job descriptions. 
Work performance is observed and periodically evaluated against previously 
established job performance standards. The results of the evaluation are then 
discussed with the workers. The performance evaluation interviews serve to re-
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establish job requirements in the employee's mind. The process is dynamic and 
ongoing. The human resource department is responsible for designing and overseeing 
the performance appraisal processes. The person who actually conducts performance 
appraisals varies from company to company. However, direct participation by line 
management is necessary for success. The actual rating of the employee may be done 
by the immediate supervisor (most commonly), subordinates, peers, group appraisal, 
self-appraisal, and combinations of these methods. 
Performance appraisal methods include, rating scales, critical incidents, 
essay, work standards, ranking, forced distribution, forced-choice and weighted 
checklist performance reports, behaviourally anchored rating scales, and management 
by objective. Problems associated with these performance appraisal methods include 
lack of objectivity, halo error, leniency, central tendency, recent behaviour bias, 
personal bias, and the judgmental role of the evaluator ("playing God"). 
At the end of the appraisal period, the evaluator usually conducts a formal 
appraisal interview with the employee. The key to a successful interview is to 
structure it so that both the manager and subordinate will approach it as a problem 
solving, rather than a fault finding session. This interview is essential for achieving 
employee development. 
Benefits and Compensation 
In the words of Heneman, et. al. (1994) compensation takes two forms, direct 
and indirect. Direct compensation relates to wages and salaries or, more simply pay, 
whereas indirect compensation involves the various types of benefits that 
organizations provide such as vacations, paid holidays, health insurance, life 
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insurance, and pension plans. Similarly, Mondy et.al (1986) defined compensation 
such that it refers to the rewards that individuals receive in return for their labour. 
They too classify compensation into direct and indirect. According to them, direct 
financial compensation consists of the pay that a person receives in the form of 
wages, salaries, bonuses and commissions. 
Indirect financial compensation (benefits) includes all financial rewards that 
are not included in direct compensation. Non-financial compensation is the 
satisfaction a person receives directly from the job or from the psychological and/or 
physical job environment. All these types of compensations comprise a total 
compensation program. The definition given by Werther and Davis is not that much 
different. They say that compensation is what employees receive in exchange for 
their contribution to the organisation. They further set down that compensation 
management helps the organisation obtain, maintain, and retain a productive work 
force. 
For the pay component of compensation programs to be appropriate, the 
remuneration package must be internally and externally equitable. Equity refers to the 
perception by workers that they are being treated fairly. External equity exists when 
employees performing jobs within a firm are paid at levels comparable to those paid 
for similar jobs in other firms. Internal equity exists when employees are paid 
according to the relative value of their jobs within the organisation. Job evaluation is 
a primary means for determining internal equity. Employee equity exists when 
individuals performing similar jobs in the same firm are paid according to factors 
unique to the employee, such as productivity. 
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Before a company can determine the relative difficulty or value of its jobs, it 
must first define their content. This is normally achieved through job analysis. Job 
evaluation is that part of a compensation system by which a firm determines the 
relative values of its jobs. The basic purpose of job evaluation is to eliminate internal 
pay inequities that exist because of illogical pay structures. Organizations use four 
basic job evaluation methods: ranking, classification, factor comparison, and point. 
The ranking and classification methods are qualitative, whereas the factor comparison 
and point methods are quantitative approaches. 
In the ranking method, ratters examine the description of each job being 
evaluated and arrange the jobs in order according to their value to the company. The 
classification method defines a number of classes or grades of jobs. The factor 
comparison method is based on the assumption that five universal job factors exist; 
Ratters need not keep the entire job in mind as they evaluate, and they make decisions 
on separate aspects, or factors, or the job. In the point method, numerical values are 
assigned to specific job components and the sum of these values represents a job's 
relative worth. 
Placing a dollar value on the worth of a job is called job pricing. Jobs are 
priced after they have been determined. A pay grade is the grouping of similar jobs to 
simplify the job pricing process. A pay range includes a minimum and maximum pay 
rate, with enough variance between the two to allow some significant pay difference. 
Pay ranges allow employees to be paid according to length of service and 
performance levels. When pay ranges are used, a method must be developed to 
advance individuals through the range. 
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Most organizations recognise a responsibility to their employees by 
providing programs covering their health, safety, security, and general welfare. Their 
programs are called benefits and include all financial rewards that generally are not 
paid directly to the employee. Benefits are the provisions of indirect compensation to 
the employee. Benefits cost the firms money, but employees usually perceive them 
indirectly. This type of compensation has two distinct advantages. First, it is 
generally non-taxable to the employee. Second, in the case of insurance, the premium 
rates are much less for large groups of employees than for individual policies. 
Legally required benefits include social security, unemployment compensation, and 
workers' compensation. 
A seemingly endless number of benefits are provided voluntarily by 
organizations. These benefits may be classified as, payment for time not worked, 
employee health and security benefits, services to employees, and premium pay. 
Although they are provided voluntarily, some should not have resulted from union-
management negotiations. Employee benefits can help a firm recruit and retain a 
quality workforce. Management depends on an upward flow of information from 
employees in order to know when benefit changes are needed. In addition, because 
employee awareness of benefits is often severely limited, information about benefits 
must also be communicated downward. 
Compensation is most often determined by how much time an employee 
spends at work. Compensation programs that relate pay to productivity provide an 
incentive for greater individual and work group productivity. A predetermined 
amount of money is paid for each unit produced under straight piecework plan. 
Managerial skill significantly affects a firm's success. Managerial effectiveness and 
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the firm's welfare are closely related. Therefore, it isn't unusual for a large portion of 
management compensation - especially for top executives - to be linked to the 
company's performance. Mangers typically receive a bulk of their compensation in 
salary, which provides the basis for other forms of compensation. 
For some organizations indirect compensations are meant to reduce fatigue, 
discourage labour unrest, satisfy employee objectives, aid recruitment, reduce 
turnover, or minimise overtime costs. However, according to Mondy et.al (1986) as 
employees receive sufficient cash to provide for basic necessities, they tend to want 
rewards that will satisfy higher order needs, specifically, social, ego, and self-
actualisation needs. These needs may be satisfied by the job itself and/or the job 
environment. 
Occupational Safety and Health 
Attention to occupational safety and health seeks to reduce the occurrence of 
work-related illness, injury, and death. Not only are these important human resource 
outcomes in their own right, but they may have an impact on other outcomes as well. 
For example, an accident threatens the employee's level of job performance and, if 
serious enough, impairs the employee's attendance record. Safety involves protecting 
employees from injuries caused by work-related accidents. Health refers to 
employees' freedom from physical or emotional illness. For years, industrial safely 
has been a major problem that seemingly resisted solution. 
One approach to safety programs is to create a psychology of promoting 
safety. Another approach to safety programs is to develop and maintain a safe 
working environment and is continuous evaluation. Evaluation of safety programs 
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involves measuring both the frequency and severity of accidents. Promoting employee 
health has led many firms to develop wellness programs. They start with initial 
applicant screening that continues throughout workers' employment. These programs 
typically are concerned with minimising or eliminating a wide variety of potential 
health hazards such as certain fumes, dust, gases, liquids, and solids, which are 
harmful to workers' health. Company-sponsored fitness programs often reduce 
absenteeism, accidents, and sick pay. Employees who are physically fit are more alert 
and productive, and their morale is higher. The legal framework for occupational 
safety and health evolved from workers' compensation laws that provide benefits to 
employees should they suffer a work-related illness or injury, and laws that attempt to 
prevent the occurrence of injury and illness through the establishment and 
enforcement of safety and health standards. 
The Labour Relations 
Unions are open systems - affected by their environment - and political 
organizations, which are influenced by the needs and wishes of members. Most 
unions recognise that they must strive for continued growth and power. Members pay 
dues, which are essential for achieving union objectives. A union's power is 
influenced, to a large extent, by the size of its membership and the possibility of 
future growth. By achieving grov^h and power, a union is capable of exerting 
political influence. Labour laws play an important part in the practice of collective 
bargaining. Employees join unions because they see them as vehicles for 
accomplishing important objectives they consider are unachievable otherwise. 
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Mondy et.al (1986) predict that unionism and collective bargaining in the 
future will not, in all likelihood, be as we know it today. Global competition will no 
longer allow highly structured bargaining that links wages and benefits to 
macroeconomic factors rather than company-specific performance. Recent 
developments, such as the two-tier wage system, increased management flexibility, 
gain sharing, and employee identification with productivity, are necessary to compete 
effectively in a global environment. 
Collective bargaining is fundamental to management-labour relations. When 
a firm is unionised, the role of human resource management tends to change rather 
significantly. In major corporations in which the large majority of the operative 
employees belong to unions, the human resource management function may even be 
divided into separate human resources and industrial relations departments. The 
human resource manager must maintain contract with first-line mangers before, 
during and after collective bargaining. These supervisors administer the contract and 
know whether it is working. 
There are three collective bargaining categories: mandatory, permissible and 
prohibited. Mandatory bargaining issues fall within the definition of wages, hours, 
and other terms and conditions of employment. Permissive bargaining issues may be 
raised, but neither side may insist that they be bargained over. Prohibited bargaining 
issues are those issues that are statutorily outlawed and thus illegal. 
Many signs point to serious trouble in the labour movement. The economic 
environment influences the outcomes of collective bargaining. Recent changes in the 
world market - deregulation, foreign competition, and non-union entries into product 
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and service markets - have reduced the bargaining power of labour unions. Certain 
fundamental indicators of union growth and survival are declining. As antiunion 
sentiment grows, however, a legalistic approach to employee protection appears to be 
replacing collective bargaining. 
Internal Employee Relations 
Quality of work life efforts are systematic attempts by organizations to give 
workers a greater opportunity to affect the way they do their jobs and the 
contributions they make to the organisation's overall effectiveness. These efforts are 
not a substitute for good, sound human resource practices and policies. However, 
effective quality of work life programs can supplement other departmental actions and 
provide improved employee motivation, satisfaction and productivity. A necessary, 
but often difficult, aspect of internal employee relations is disciplinary action. A 
major purpose of disciplinary action is to ensure that employee behaviour is consistent 
with the firm's policies, rules, and regulations. Disciplinary action invokes a penalty 
against an employee who fails to meet company standards of behaviour. 
The disciplinary action process is dynamic and ongoing. Rules are established 
to facilitate the accomplishment of organisational objectives. These rules must be 
communicated to employees because they can't obey a rule if they don't know that it 
exists. When an employee's behaviour violates a rule, corrective action should be 
taken. The purpose of this is to alter behaviour that can have a negative impact on the 
organisation. When a progressive disciplinary action approach is followed, an 
attempt is made to make the penalty appropriate to the violation (or accumulated 
violations). 
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If the employees in an organisation are represented by a union, workers who 
believe that they have been disciplined or dealt with unjustly can appeal through the 
grievance procedure or the collective bargaining agreement. A grievance procedure 
permits employees to express complaints without jeopardizing their jobs. In 
arbitration, the parties submit a dispute to an impartial third party for resolution, if it 
cannot otherwise be settled. Internal employee relations also pertain to resignation, 
demotion, layoff, transfer, promotion, and retirement. Even in the best organisation, 
some workers will still resign. Two techniques - the exit interview and the post exit 
questionnaire - may be used to help determine the real reasons that an individual has 
decided to leave the organisation. 
Werther and Davis (1973) hold that, in many ways, the entire human 
resource policies and practices are about employee relations. According to them, how 
well the personnel department handles human resource planning, staffing, placement, 
development, evaluation, compensation, quality of work life etc. largely determines 
the state of employee relations. 
Human Resource Research 
Human resource activities are evaluated through research. It aims at 
maximising personal and organizational goal achievement. Human resource research 
should be systematic, with specific applications depending to a large extent on a 
firm's particular needs. From time to time, all aspects of the human resource 
management functions have needs for research. 
The type of problem confronting the human resource manager determines, to 
a large extent, the method of inquiry that will be used. When called on to uncover the 
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underlying reasons for a particular occurrence, the human resource manager often 
uses the case method; or survey feedback method can be used to determine 
employees' attitudes. 
Numerous quantitative tools are available for use by human resource 
managers. Two basic methods may be used to evaluate how human resource 
management activities: checklists and quantitative measures. The checklist approach 
poses a number of questions that can be answered either "yes" or "no." This method 
is concerned with where important activities have been recognized and, if so, whether 
they are being performed. The quantitative method relies on accumulating numerical 
data and calculating various ratios from this data for comparative purposes. 
Emerging Role of Human Resource Management 
It has been rightly apprehended that there are dangers of the personnel 
mangers giving way to the new specialist who are coming up - the experts in 
information technology, in the management of research and development, and in 
manpower and planning, unless the personnel manger tries and acquires advance 
knowledge of, and prepares for, the change. He should, therefore, concern himself 
with the following major areas of change with are emerging: 
> Changing composition of work force, with the while-collar gradually 
becoming a dominant group; 
> Growing unionization among the work force is greatly increasing their 
strength to demand increasing participation in the decision making 
activities influencing their interests; 
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> Increasing role of government in enacting protective legislation to bring 
about a balance in the interests and rights of the participants in the 
organisation; 
> Revolution in information technology and other technological innovations, 
which might adversely affect the interests of the workforce and their 
occupational mobility; 
> Rapidly changing jobs and skills requiring long-range manpower planning; 
and 
> Increasing concern of many firms for accepting greater social 
responsibility. 
In order to cope up with these challenges, human resource management people 
need larger amount of training, retraining, mid-career retraining. Furthermore, they 
must also be familiar with the findings of behavioural sciences so that they could rely 
more on management by integration of professional goals with the goals of the 
organisation and by self-control rather than on management by centralized direction 
and control. They also cannot afford to neglect the 'bread and butter' problems of 
day-to-day personnel administration. 
The fiiture manager should be more knowledgeable about people, 
organizations and the total environment, as observed by Bergey and Slover (1969) 
"The future manger will be better grounded in social sciences, world affairs and the 
humanities in general. He will effectively integrate the techniques of information 
technology with the human resources available to him." 
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To meet future challenges, professionalism among the mangers will be on the 
increase. They will be receiving more formalized educational training in managerial 
techniques and responsibilities. These managers will also need different types of 
skills, e.g., top managers will need more conceptual, and decision making abilities; 
first line supervision may need technical skills and interpersonal leadership abilities, 
and middle-level managers may need a blend of the above skills in addition to 
coordinative abilities. However, all managers will be benefited from the development 
and utilisation of skills and abilities in interpersonal relations. 
Future managers should develop the ability to be perceptive toward 
themselves, their superiors, colleagues and subordinates; their organisation, its goals, 
resources, etc, and many additional elements. The future has many challenges for the 
managers of tomorrow. The most important challenge is how personnel executive 
and his staff can help in improving organizational effectiveness; and how best he can 
utilize the results of behavioural scientists for the benefit of the people at work. One 
part of the challenge lies in "how to create and manage the various personnel sub-
systems in a way compatible with the thrust toward more participative, results-
oriented, adaptive, and humanistic organizations. This challenge is made all the more 
real and urgent by two, sometimes seemingly contradictory, imperatives which are of 
quality goods and services, and the imperative toward a higher quality of life in 
organizations. Personnel management must - and will - play a major role in 
furthering a creative synthesis of these two imperatives. As any other professional 
disciplines and functional areas, human resource management has scored a very 
dramatic progress. Nevertheless, there is more to it. Since it deals with the dynamic 
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being - the human being - the challenges, the concerns, and the opportunities are 
closely linked to what human beings face in their day-to-day lives. 
Importance of Human Resources Management 
Human resource management is concerned with the "people" dimension in 
management. Since every organization is made up of people, acquiring their services, 
developing their skills, motivating them to high levels of performance, and ensuring 
that they continue to maintain their commitments to the organization are essential to 
achieving organizational objectives. This is true regardless of the type of 
organizations-government, business, education, health, recreation or social action. 
Getting and keeping good people is critical to the success of every organization, 
whether profit or non-profit, public or private and the purpose of human management 
is to ensure the availability of this critical factor. 
Although human resource managers were at one time primarily concerned 
with recruiting, selecting, training, and compensating employees, their activities have 
vastly increased with emergence of the concept of human resource management. 
Human resource management departments in big companies are now being called 
upon to assist in corporate planning, organizational redesign, productivity 
improvement, strategy development and quality improvement activities with a view to 
ensuring the overall growth of companies. The new and expanded role of Human 
Resource Management indicates that human resource function currently enjoys a 
position of great importance in modem business enterprises. This importance is also 
reflected by the increasing popularity of specialized courses in human resource 
studies in the universities and other institutes of management education and the 
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increase in the over-ail compensation of human resource professionals in companies. 
As firms continue to implement human resource development programmes in the 
future, the importance of personnel function will continue to enhance. 
Computerization has also had an impact in enhancing the importance of 
personnel field. In addition to their uses in performing the traditional functions of 
accounting and payroll calculation, computers are now being used to maintain easily 
accessible employee data that is valuable in job placement and labour utilization. This 
has naturally increased and is fast becoming one of the largest customers of computer 
software and, to an increasing extent, hardware. All this has made the human resource 
management an important variable in determining enterprise success (Tayal: 1995). 
Conclusion 
The foregoing discussion on the conceptual exposition of human resource 
management concludes that human resource management is the process of acquiring, 
training, appraising and compensating employees and attending to their labour 
relations, health and safety and fairness concerns. The concept of human resource 
management emerged in the mid 1980s against the background of the works of 
famous writers on management, like Pascale and Athas (1981) and Peters and 
Waterman (1982) who produced lists of the attributes that they claimed characterized 
successful companies. 
The overall purpose of human resource management is to ensure that the 
organization is able to achieve success through people. It encompasses the activities 
designed to provide, motivate and coordinate the human resources of an organization. 
It will not be wrong to say that human resource management is more crucial today for 
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the success of any organization than ever before. Moreover, it is also essential to 
understand whether the decision-making accountability is being linked to the 
performance and reward system of the organizations or is just the conventional way of 
linking the pay to performance, overlooking the value addition in terms of 
accountability. If all aforementioned things are not practiced in the organization, then 
definitely it is a matter of great concern because the future of the organization would 
then be in jeopardy. 
Having discussed HRM and its conceptual exposition in detail, it is now time 
to explain the development of commercial banks in India because our main trust will 
be on HRM policies and practices in commercial banks of India with si)ecial reference 
to the ICICI Bank. Therefore, in the next chapter we would concentrate on the 
development of commercial banks in India. 
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The previous chapter discussed the conceptual framework of human resource 
management wherein the concept, definitions, scope, objectives and importance of 
human resource management have been thoroughly examined. Moreover, an attempt 
has also been made to highlight the significant areas of human resource management. 
The present chapter focuses on almost all the aspects of the growth and Development 
of commercial banks in India. 
Introduction 
Banking industry in India has traversed a long path to assume its present 
stature. It has undergone a major structural transformation after the nationalization of 
14 major banks in 19* July, 1969 and again 6 more banks on 15* April, 1980 (Pandey 
and Kumar: 2005). During the last three decades of nationalization, there has been a 
phenomenal expansion of branch network, particularly in the hitherto under-banked 
rural areas. Besides, a massive qualitative change in the operations of banking system, 
has occurred and our banks have been called upon to assume a great variety of new 
responsibilities in the area of social banking for which there are no precedent or 
guidelines in the history of modem banking anywhere in the world (Singh: 1986). 
However, the journey has not all along been even and smooth. "There have been 
hurdles and impediments, stresses and strain but the dynamic fashion in which the 
banking industry has taken them in its stride and surged ahead only demonstrates its 
resilience and interest potentialities as catalytic agent for social economic 
development (Goiporia:1986). The history of the growth of Indian Banking, therefore, 
makes an interesting reading. It covers in its scope from a small money lender with 
limited resources and area of operation to a large joint stock bank with huge resources 
and diversified business activities. 
Origin and Growth of Commercial Banks in India 
There seems to be no unanimity amongst the economists about the origin of 
the World 'Bank'. According to some economists, the word 'Bank' has been derived 
from the German Word 'BANC which means a joint stock firm, while others say that 
it has been derived from the Italian word 'BANCO' which means a leap or mound. As 
a matter of fact, at the time of establishment of Bank of Venice in 1157, the Germans 
were influential and hence, perhaps the word 'Banc' or 'Banco' was used by Italians 
to denote the accumulation of securities or money with a joint stock firm which, later 
on with the passage of time, came to be known as 'Bank'. 
There is still another group of people who believe that the word 'Bank' has 
been derived fix)m the Greek work 'BANQUE' which means a bench. In the older 
days Jews used to enter into money transactions sitting on benches in a market place. 
When a banker was not in a position to meet his obligations, the bench on which he 
was carrying on the money business was broken into pieces and he was taken as 
bankrupt. Thus, both the words Bank or Bankrupt are said to have their origin from 
the word 'Banque'. 
However, the first view of the origin of the word 'Bank' from the words Banc 
or Banco seems to be more convincing since it was used in the establishment of the 
75 
Bank of Venice which is supposed to be the most ancient bank. As a matter of fact, it 
was originally not a bank in the modem sense but simply an office for the transfer of 
public debt. 
The business of banking is as old as the civilization itself. As early as 2000 
B.C. the Babylonians had developed a system of banks. They used their temples for 
sending at high rates of interest against gold and silver which had been left with them 
for safe custody. Around the same time, the Greek temples were used as depositaries 
for people's surplus funds and these were the centers of money lending transactions. 
The priests of the temples acted as financial agents till they lost public confidence on 
account of people's disbelief in religion. The development of banking in ancient 
Rome resembled the Greek Pattern. After the death of Emperor Justinian in 565 A.D. 
the mighty Roman Empire failed resulting in serve damage to the banking business. It 
was only with the revival of trade and commerce in the Middle Ages that the lessons 
of finance were learnt afresh from the beginning. However, during this period, 
banking was mainly confined to money-lending activities which were largely in the 
hands of one Jews and the Lombardy who lent money to all. The Christians were 
forbidden by their religion to lend money on interest since it was considered to be a 
sinful activity. However, with the passage of time, the hold of Church on the 
Christians weakened and with development of process of trade and commerce around 
the 13* century, the Christians also started money lending business. They thus started 
giving keen competition to the Jews who had hitherto, monopolized the business. 
In India, the ancient Hindu scriptures refer to the money-lending activities in 
the Vedic period. During the era of Ramayana and Mahabharata, the banking had 
become a full-fledged activity. During the Smrity period which followed the Vedic 
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period, the business of banicing was largely carried on by thelTTgnfBSif*of Vaish 
community. They in this period performed many of the functions which a modem 
banker performs these days viz. accepting deposits, granting of advances, acting as 
banker to the state and issuing and managing currency of the country. However, in the 
ancient times, the main functions of the banks related to grating of loans to 
individuals or the state in times of crisis. Later on, they developed other activities 
which we now call as banking business. Smith (1776)) rightly observed, "The earliest 
banks of Italy where the name began were finance companies to make loans to and 
float for the Government of the cities in which they were formed. After these banks 
had been long established, they began to do what we call as banking business, but at 
firstthey never thought of it". In the initial stages, the banking largely meant money-
lending and it was restricted to selected number of families working as sole 
proprietary firms. The Bank of Venice founded in Italy in 1157 was the first public 
banking institution. The Bank of Barcelona (Spain) was established in 1401 followed 
by Bank of Geneva in 1407. The Bank of Amsterdam was established in 1609. All 
these banks accepted the deposits which could be drawn on demand or transferred 
fi-om the account of one person to another. In England, the development of business of 
banking can mainly be attributed to the London Goldsmiths during the region of 
Queen Elizabeth I. They used to receive their customer's valuables and ftinds for safe 
custody. Their receipts acknowledging the same in the course of time became payable 
to the bearer on demand and hence enjoyed considerable circulation. 
The business of Goldsmiths suffered a rude set back as a result of the ill 
treatment by Government of Charles II in 1640. The Goldsmiths used to deposit their 
funds/resources in the exchequers with the sanction and under the care of the 
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Government. However, King Charles II issued a directive in his regime that no 
payment would be made to the Goldsmiths and as a result; the Goldsmiths were 
ruined. However, the ruin of Goldsmiths proved a turning point in the history of 
English banking. It led to the growth of private banking and later on establishment of 
BankofEnglandinl694. 
The Goldsmiths mainly functioned in England. They received gold and silver 
for safe custody and the receipts issued by them acknowledging the same were 
initially used for withdrawals of the deposits made with them. These receipts, with 
passage of time, became payable to bearer on demand and enjoyed considerable 
circulation. In this way, the goldsmiths' note became the fore-runner of modem bank 
note. Later on, when the goldsmiths started transferring of the deposits made with 
them on the basis of letters issued by the depositors, this led to the origin of modem 
cheque currency. Thus, in a way, the goldsmiths can rightly be termed as the fore-
mnners of the modem banking institutions. 
The discussions of the previous studies show that though the banking business 
in this naive form is in operation since ancient times, the banking in its present form is 
of recent origin. As a matter of fact, even after the establishment of Bank of England 
in 1694 (as stated earlier) in England, the development of modem commercial 
banking institutions had to wait even in England for nearly another one and half 
century, till the passage of Banking Act of 1833. Of course, the origin of banking and 
its development in some countries was earlier and faster. However, it was only in the 
19"' century that the modem joint stock commercial banking system developed in 
most of the leading countries of the world. In India, during the second half of the 
eighteenth century. Agency Houses used to perform banking business as an adjunct to 
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their main business. In the following pages an attempt has been made to trace the 
developments in Indian banking industry during the following two periods i.e. before 
and after Independence. 
Development of Commercial Banks in India before Independence 
Banking Institutions before independence primarily consisted of indigenous 
banks, money-lenders, nidhis, loan offices etc. These institutions are, to some extent, 
still popular in rural or semi-urban areas. In the last quarter of the 18* century, many 
English agency houses also started banks on modem lines. In 1850, the passing of the 
Joint Stock Companies, Act greatly helped in the establishment of many banks. Later 
on in 1921, the Imperial Bank of India and in 1935 the Reserve Bank of India were 
also established. All these developments have been explained by the researcher in 
brief in the following paragraphs: 
Indigenous bankers have existed in the Indian society since very ancient days. 
They are individuals or firms dealing in hundis and sometimes accepting deposits 
also. They generally combine banking with trading and commission business 
activities. They belong to different-caste groups operating in particular areas like 
Multanis and Marwari's operate mainly in Mumbai, Kolkata and Rajasthan, Guajaratis 
and Bengalese in Calcutta, Chetties and Kalidakurichi Brahmins in Chennai etc. Most 
of the indigenous bankers have their offices or branches in major business centers of 
the country. 
Indigenous bankers enjoy a prominent place among the various agencies 
providing finance to trade, industries and business activities. They provide both short-
term and long-term loans to trade, industries and business activities. However, they 
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finance agricultural activities through the village money-lenders. The loans are 
advanced against all kinds of securities viz. gold, jewellery, land, promissory notes, 
hundis etc. 
Indigenous Bankers and Reserve Bank of India 
The Reserve Bank of India's efforts to regulate and provide facilities to the 
indigenous bankers has met with little success. As early as in 1937, the Reserve Bank 
of India in its report to the government agreed to provide certain facilities to 
indigenous banker provided they satisfied the following conditions (Maheshwari: 
2002): 
> The indigenous bankers would file proper statements, information etc. as was 
required from scheduled banks. 
> The indigenous bankers would confine their business to 'banking' only. They 
were to close down, in a reasonable time, any other business activity. 
> The Reserve Banks would have the right of regulating the business of 
indigenous bankers on the banking lines, if required. 
> The indigenous bankers would maintain proper books of accounts get them 
audited and make them available for inspection to the Reserve Bank. 
> The indigenous bankers would have a minimum working capital of Rs.l Lakh, 
it was gradually to be increased to Rs.6 lakh within next five years. 
These suggestions met hardly with any response from the indigenous bankers. 
In 1951 All India Shroffs' Conference again recommended for the linkage of 
indigenous bankers with the Reserve Bank of India. Moreover, in the changed 
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circumstances, the importance of indigenous bankers has also considerably declined. 
Thus, there seems to be practically no possibility, in the near future, of the indigenous 
bankers establishing some sort of support or link with the Reserve Bank of India. 
Money Lenders have existed side by side with the indigenous bankers in our 
society since ancient days. They grant both secured as well as unsecured loans. The 
security may be land, house, personal jewellery or even crops to be grown. They have 
a better personal support with their clients as compared to the indigenous bankers and 
hence the borrowers are more punctual in payment of the loans granted by the money-
lenders. 
Nidhis, Chit Funds and Loan Offices 
Nidhis are registered as companies under the Companies Act. They are semi-
banking companies. They raise funds either through deposits in monthly installments 
or through withdrawal of share capital. Chit funds are mostly registered as companies 
or societies under the Companies Act or The Societies Registration Act. They work 
on a small scale and raise funds from a small number of persons and lend them to 
their members. They function basically as prize fund or chit fund companies Loan 
Offices are mostly found in West Bengal. They raise their funds through deposits and 
lend money generally to zamindars and their tenant cultivators. Of late, these loan 
offices have also started trading and business activities for augmenting projects. As 
already stated, the money lenders and indigenous bankers are gradually outlining their 
utility. As a matter of fact, they played a significant role in the development of 
banking till pre-independence period. 
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European Banks 
The history of modem banking in India dates bacic to the last quarter of 18th 
century when the English Agency Houses combined banking with their trading and 
business activities. The earliest European Bank was started by them in 1770 in the 
name of "Bank of Hindustan". This was followed by setting up of the Bengal Bank in 
1784, General Bank of India in 1786. However, all these banks failed sooner or later 
due various reasons. In order to cater to the needs of the foreign rulers, a number of 
quasi-govemment banking institutions were established. They included Presidency 
Bank of Bengal (1806), Presidency Bank of Bombay (1840) and Presidency Bank of 
Madras (1840). In 1921, all these banks were amalgamated to constitute Imperial 
Bank of India. 
Indian Joint Stock Banks 
The Joint Stock Companies Act, 1850 was the first legislative enactment in the 
century to mould the corporate sector into an organized system. It was extended to 
joint stock companies except banks. The year 1860, therefore, formed a new era in the 
history of banking industry in India when the principle of limited liability was first 
applied to joint stock banks. From 1860 till the end of the 19th century several joint 
stock banks came into existence. The first amongst them was the Oudh Commercial 
Bank established in 1881. It was followed by the Punjab National Bank Ltd., in 1895 
and People's Bank in 1901. The Swadeshi Movement in 1905 gave great stimulus to 
the starting of Indian banks and several banks were established. They included the 
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Bank of India Ltd. (1906), the Bank of Baroda Ltd. (1908) and the Central Bank of 
India Ltd. (1911). 
A study of early history of banking system in India reveals that the banking 
industry had grown through a series of origin and consequent bank failures. The 
situation changed completely after the country's independence due to several 
regulatory measures through the Banking Regulation Act, 1949. 
Imperial Bank 
There was a strong demand during the early years of 20th the Presidency 
Banks of Bengal, Bombay and Madras. The Imperial Bank was empowered to 
manage the clearing house and the Government funds. The function of issuing 
currency notes remained with the Government. 
Reserve Bank of India 
The Imperial Bank was intended to be gradually developed in a full-fledged 
Central Bank. However, the Hilton Young Commission, in 1926, recommended the 
establishment of a separate Central Bank in the country, known as Reserve Bank of 
India. Consequently, in 1927, a Bill was introduced in the Legislative Assembly, 
which was later withdrawn. Another Bill was introduced in 1933 which resulted in 
establishment of Reserve Bank of India in April, 1935 as the Central Bank of the 
country (Varshney et.al: 2005). After the establishment of the Reserve Bank, the 
Imperial Bank was authorized to function as a sole agent of the Reserve Bank at all 
places in India where the latter had no branches. 
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Development of Banks in India after Independence 
The after independence period has witnessed a massive growth of the Indian 
Banking System. First step taken in this direction was nationalization of Reserve 
Bank of India in September, 1948. The nationalization caused a change in the outlook 
of the Reserve Bank of India as Central Bank of the country. It is the top monetary 
authority of the country, controlling all banking institutions. 
In order to have sound and balanced growth of banking business in the 
country, the Banking Regulation Act, 1949 was passed by the Parliament. The Act has 
extensively enlarged the control of the Reserve Bank of India over the Banking 
industry. In 1955, Imperial Bank of India was nationalized and was renamed as State 
Bank of India. The scheme of social control was initiated by the government in 
December 1967 for more equitable and purposeful distribution of bank credit. On 
19th July, 1969, 14 major Banks were nationalized followed by nationalization of 6 
more banks on 15th April, 1980. The basic objective of nationalization was to see that 
no viable productive endeavour falters because of lack of credit support. Besides these 
developments, financial institutions for meeting specialized financial needs were also 
established. They include Industrial Development Bank of India (IDBI), Industrial 
Credit and Investment Corporation of India (ICICI) for meeting long-term financial 
needs of large scale business industries. Similarly, for meeting the requirements of 
small scale industries. State Financial Corporations (SFCs), State Industrial 
Development Corporations (SIEX s^) and Small Industries Development Bank of India 
(SIDBI) were established. In order to take care of the financial needs of sick industrial 
units. Industrial Reconstruction Bank of India (IRBI) (now renamed Industrial 
Investment Bank of India) was established. National Bank for Agriculture and Rural 
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Development (NABARD), Land Development Banks (LDBs), Regional Rural Banks 
(RRBs) etc. were established for taking care of credit needs of agriculture activities. 
The Export Import Bank of India (EXIM) and Export Credit Guarantee 
Corporatioa of India (ECGC) were set up to take care of export and import needs. 
Recently, two important financial institutions namely National Housing Bank (NHB) 
and Discount and Finance House of India Ltd. (DFHIL) have been established to take 
care of housing finance and money market instruments respectively. Besides these 
institutions, which are mainly engaged in meeting the credit needs of various 
segments of the economy, there are a few other institutions viz. Life Insurance 
Corporation of India (LIC), Unit Trust of India (UTI) etc., which are essentially 
engaged in investing money in the corporate, semi-government and government 
securities. The setting up of all these institutions has brought the Indian Banking 
System to a stage where it can be compared with the finest banking set up anywhere 
in the world. Each of the above developments is discussed in brief in the following 
pages. 
Nationalization of Commercial Banlu in India 
First Phase of Bank Nationalization 
The scheme of social control initiated by the Government in December 1967 
was found to be unsatisfactory and inadequate by the Government. Hence, with a 
view to ensuring that banks were adequately motivated towards speedy achievements 
of the social objectives of meeting the legitimate requirements of the weaker sections 
of the Society, 14 major Indian Scheduled Commercial Banks, each with a deposit of 
Rs.50 Crores or more, were nationalized on the 19th July, 1969. Since the 
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nationalization of these banlcs, the geographical and functional coverage of 
commercial banks have increased at the rate which is unprecedented in the world 
(Bhaduria: 2003). 
Our Late Prime Minister Mrs. Indira Gandhi to explain explicitly the 
Philosophy of bank nationalization had said that while the nation is committed to 
establish a socialistic pattern of society, the Government felt that the public ownership 
and control of the commanding heights of the national economy and of its strategic 
sectors were essential and important etspect of the new social order which we are 
trying to build. As the financial institutions are amongst most important levers of the 
achievement of its social objectives, the nationalization of banks was feh a significant 
step in the process of public ownership over the principal institutions for the 
mobilization of peoples' savings and channelizing them towards productive purposes. 
The Government felt that the public ownership of the major banks will help in the 
most effective mobilization and development of national resources so that our 
objective can be realized with a great degree of assurance (Anjani: 1968). 
The 'corresponding new banks' and the 'existing banks' whose business was 
taken over are as follows in the Table: 
Table-3,1 
Statement of Existing Banks and Corresponding New Banks 
S.No. 
01. 
02. 
03. 
Existing Banks 
The Central bank of India Ltd. 
The Bank of India Ltd. 
The Punjab National Bank Ltd. 
Corresponding New Banks 
Central Bank of India 
Bank of India 
Punjab National Bank 
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04. 
05. 
06. 
07. 
08. 
09. 
10. 
11. 
12. 
13. 
14. 
TheBankofBarodaLtd. 
The United Commercial Bank Ltd. 
Canara Bank Ltd. 
United Bank of India Ltd. 
Dena Bank Limited 
Syndicate Bank Ltd. 
The Union Bank of India Ltd. 
Allahabad Bank Ltd. 
The Indian Bank Ltd. 
The Bank of Maharashtra Ltd. 
The Indian Overseas Banks Ltd. 
Bankof Baroda 
United Commercial Bank (UCO 
Bank) 
Canara Bank 
United Bank of India 
Dena Bank 
Syndicate Bank 
Union Bank of India 
Allahabad Bank 
Indian Bank 
Bank of Maharashtra 
Indian Overseas Bank 
Source: www.faqs.rbi.org.in 
Second Phase of Bank Nationalization 
After 11 years of the first phase of banks' nationalization, on 15th April, 1980 
the President of India promulgated an ordinance to provide for the acquisition and 
transfer of undertakings of certain banking companies in order to further control the 
heights of the economy, to meet progressively, to serve better the needs of the 
economy and to promote welfare of the people in conformity with the policy of the 
state. The ordinance resulted in transferring the ownership of risk of six more Indian 
private sector banks each having deposits of Rs.200 Crores or more on the 31st 
March, 1980. The ordinance, later on, became an Act providing for the transfer of 
undertakings of these banks. The 'corresponding new banks' and the 'existing banks' 
whose business was taken over were as follows as in the Table (3.2). 
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TabIe-3.2 
Statement of Existing Banks and Corresponding New Banks 
S.No. 
01. 
02. 
03. 
04. 
05. 
06. 
Existing Bank 
The Andhra Bank Ltd. 
Corporation Bank Ltd. 
The New Bank of India 
Ltd. 
The Oriental Bank of 
Commerce Ltd. 
The Punjab & Sindh Bank 
Ltd. 
Vijaya Bank Ltd. 
Corresponding New Banks 
Andhra Bank 
Corporation Bank 
New Bank of India (Now merged with Punjab 
National Bank w.e.f. 14.09.1993) 
Oriental Bank of Commerce 
Punjab & Sindh Bank 
Vijaya Bank 
Source: www.faqs.rbi.org.in 
The objectives of nationalization of banks are as follows: 
> the operations of the banking system should be influenced by a social purpose 
and should be subject to close public regulation; 
> nationalized banks will actively foster the growth of the new and progressive 
entrepreneurs and create fresh opportunities for hitherto neglected and 
backward areas in different parts of the country; 
> mobilization of savings of the people to the largest possible extent and to 
utilize them for productive purposes in accordance with our plans and 
priorities; 
> use of bank credit for speculative and other unproductive purposes will be 
curbed; 
> bank staff will be provided training as well as reasonable terms of service; 
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> legitimate credit needs of private sector industry and trade, big or small, 
should be met; 
> there will be development of adequate professional management in the 
banking field and modem managerial techniques and practices will develop; 
> the emphasis on priority areas, new entrepreneurs and backward areas will not 
be at the cost of economic viability. 
As a result of above nationalization, the total banks have increased to 27. 
These include State Bank of India, its seven subsidiaries and the nineteen nationalized 
banks exclusive of Regional Rural Banks. The above public sector banks accounted 
for about 91 per cent of the total deposits and credits of all commercial banks in April, 
1980 (Annual Report, RBI: 1979-80). With such a large dominant and effective role 
in the development of the country's economy era of banking has already begun. 
Functions of Commercial Banks in India 
The functions of the public and private sector banks are now wide and diverse. 
They have assumed great significance as agents for economic renaissance and social 
transformation because of their vital role in mobilizing resources as well as their 
deployment for meeting the said objectives. They are no longer considered as 
institutions only for affluent sections of the population. They have acquired broad 
base and have emerged as effective catalytic agents of socio-economic change. In 
order to understand the functions of banks, it will be better to study them under the 
two categories, namely, primary and secondary functions ((Bhadauria: 2003). 
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Primary Functions of Banks 
Accepting of Deposits 
Deposits are an important source of a bank's funds. They can broadly be 
classified into three categories: 
(a) Saving Deposits: These deposits are of small amounts and are accepted by 
banks to encourage persons of small means to make savings. Frequent 
withdrawals are not allowed. 
(b) Fixed Deposits: These deposits are made with the banks for fixed periods 
specified in advance. Minimum period of fixed deposits is three months 
and maximum period is unlimited. They are also known as term deposits. 
(c) Current Deposits: These deposits are repayable on demand. The banks 
undertake the obligation of paying all cheques drawn against these 
deposits by the customers till they have adequate fiinds of the customers. 
The banks usually do not pay any interest in respect of such deposit. These 
deposits accounts are usually kept by large business. 
Lending of Money 
A major portion of the deposits received by a bank is lent by it. This is also the 
major source of bank's income. However, lending money is not without risk and, 
therefore, a banker must take proper precaution in this process. The lending of money 
by banks may be in any of the following forms: 
(a) Loan: It is a type of advance made with security but some banks provide loans 
without securities. It is given for a fixed period at an agreed rate of interest. 
90 
The amount of loan is usually credited to the credit of the customer's account 
who may withdraw it as per his requirements. The loan may be for short-term 
or long-term period. 
(b) Cash Credit: It is an arrangement by which a banker allows his customer to 
borrow money up to a certain limit against security of goods. 
(c) Overdraft: It is an arrangement whereby a customer is allowed temporarily to 
overdraw his current account. It is without any security. 
(d) Discounting and Purchasing of Bills: Time bills are discounted while 
demand bills are purchased by the banks. In both the cases, the banks credit 
the accounts of their customers by the amount of bills less any discount or 
commission charged for such discounting or purchasing of the bills. 
Thus, public and private sector banks render a unique service by tapping 
savings from a wide spectrum of people and lending to those who really need and use 
them for various productive purposes. Thus, play an active role in the economic 
development of a country. 
Secondary Functions of Banks 
Secondary functions or services can be classified into the following two 
categories: 
1. Agency Services, 
2. General Utility Services. 
The above secondary functions/services of banks are as follows: 
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Agency Services 
In many cases the commercial banks act as agents of their customers. As agents, 
they provide the following services: 
(a) Collection of drafts, bills, cheques, divided etc. on behalf of their 
customers. 
(b) Preparation of income tax returns, claiming of tax refimds and checking of 
assessments on behalf of the customers. 
(c) Functioning as an executor, a trustee or an administrator of estate of a 
customer. 
(d) Conducting stock exchange transactions i.e. purchasing and selling of 
securities for the customers. 
(e) Execution of customers' standing orders viz. payment of subscription, rent, 
bills, promissory note, insurance premium etc. 
(f) Acting as a correspondent or representative of customers, other banks and 
financial corporations. 
General Utility Services: 
Public and private sector banks provide a variety of general utility services 
viz. issue of letters of credit, travelers' cheques, accepting valuables for safe custody, 
acting as a referee as to the respectability and financial standing of the customers, 
providing specialized advisory services to customers, issue of credit cards, providing 
of information through regular bulletins about general trade and economic conditions 
both inside and outside the country etc. 
92 
With the opening up of the insurance sector, banks are now taken up insurance 
business. In the discussion paper issued by Reserve Bank of India in 1999, it was 
stated that insurance comes within the scope of universal banking. The term universal 
banking refers to the combination of commercial banking and investment banking. 
In other words, universal banks refer to those banks that offer a wide range of 
fmancial services, beyond commercial banking and investment banking such as 
insurance. However, as per guidelines issued by the Reserve Bank of India, banks are 
not allowed to conduct insurance business departmentally. They cannot also set up 
separately subsidiary companies for this purpose. However, they can set up joint 
venture companies for insurance as per Government/Insurance Regulatory and 
Development Authority (set up under IRDA Act, 1999) guidelines and with prior 
permission of the Reserve Bank of India. 
The discussion of the previous studies indicates that public and private sector 
banks provide useful services in all walks of life. They function as catalytic agents for 
bringing about economic, industrial and agricultural growth and prosperity of the 
country. The banking sector should, therefore, be conceived as a sector of economy 
on the one hand and as a lubricant for the whole economy on the other (Khusro: 
1986). 
Role of Commercial Banks in the Economic Development of India 
The significance of banks in the development of a country's economy can 
hardly be under estimated. They are backbone of development in India. They mobilize 
small house hold savings and lend them for productive purposes. Not only they gather 
and mobilize savings and employ them in different sectors as per priority but they also 
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create money. The significance of money multiplier effect cannot be overlooked. 
They encourage the cult of savings. Banks traditionally have been the providers of 
short term credit to the industry. Of course now they can go for long term financing of 
projects also. They vault various financial services like the mutual funds, housing 
finance, consumer finance, equipment finance, leasing, merchant banking and other 
services. In some cases they also provide custodial services. They reduce the risk of 
moving with cash. Considering the low perpetration of banks in rural areas, a deep 
understanding of the system is a must. It is necessary to understand all aspects of the 
system before firmly graduating to it. The utility of the public and private sector 
banks is as follows: 
1. A banking company must perform both the essential functions, viz., (a) 
accepting of deposits, and (b) lending of money. If the purpose of acceptance 
of deposits is not to lend or invest, the business will not be called banking 
business. 
2. The explanation makes it clear that any company which is engaged in the 
manufacture of goods or carries on any trade and accepts deposits of money 
from the public merely for the purpose of financing its business activities as 
such manufacturing or trading shall not be deemed to transact the business of 
banking. 
Acceptance of deposits should be known business of a banker. The money-
lenders and indigenous bankers depend on their own resources and do not accept 
deposits from the public. If they ask for money from their friends or relatives in case 
of need, such money is not deemed as deposit accepted from the public. 
94 
3. The utility also specifies the time and mode of withdrawal of the deposits. The 
deposited money should be repayable to the depositor on demand made by the latter 
or according to the agreement reached between the two parties. The essential feature 
of banking business is that the banker does not refund the money on his own accord, 
even if the period for which it was deposited expires. The depositor must make a 
demand for the same. The Act also specifies that the withdrawal should be effected 
through an order, cheque, and draft or otherwise. 
It is thus clear that the underlying principle of the business of banking is that 
the resources mobilized through the acceptance of deposits must constitute main 
stream of funds which are to be utilized for lending or investment purposes. The 
banker is, thus, an intermediary and deals with the money belonging to the public. 
Other utilities of public and private sector banks are: 
(i) the borrowing, raising or taking of money; 
(ii) the drawing, making, accepting discounting, buying, selling, collecting and 
dealing in bills of exchange, hundis, promissory notes, coupons, drafts, 
bills of landing, railway receipts, warrants, debenture certificates, scrips 
and other instruments and securities whether transferable as negotiable or 
not; 
(iii) the pending and issuing of letters of credit, travelers' cheques and circular 
notes; 
(iv) the buying and selling of foreign exchange including foreign bank notes; 
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(v) the acquiring, holding, issuing of commission, underwriting and dealing in 
stock, funds, shares, debentures, debenture stock, bank, obligations, 
securities and investment of all kinds; 
(vi) the purchasing and selling of bonds, scrips and other forms of securities on 
behalf of constituents or others; 
(vii) the negotiating of loans and advances; 
(viii) the receiving of all kinds of bonds, scrips or valuables on deposits or for 
safe custody or otherwise; 
(ix) it may act as an agent of the government, local authority or firm and can 
cany on agency but it cannot act as secretary and treasurer of a company; 
(x) it may contract for public and private loans and negotiate and issue the 
same; 
(xi) it may effect, insure, guarantee, underwrite, participate in managing and 
carrying out of any issue of state, municipal or other loans or of shares, 
stock debentures or debenture stock of companies and may lend money for 
the purpose of any such issue. 
(xii) it may carry on and transact every kind of guarantee and indemnity 
business; 
(xiii) it may manage, sell and realize any property which may come into its 
possession in satisfaction of its claims; 
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(xiv) it may acquire and hold and deal with any property or any right, title or 
interest in any such property which may form the security for any loan or 
advance. 
(xv) it may establish, support and aid associations, institutions, funds, trusts 
etc., for the benefit of its present or past employees and may grant money 
for charitable purposes. 
(xvi) it may sell, improve, manage, develop, exchange, lease, mortgage, dispose 
of or turn into account or otherwise deal with all or any part of the 
property and rights of the company. 
(xvii) any other business specified by the Central Government as the lawful 
business of a banking company. 
Performance of Cominercial Banks in India 
The Reserve Bank of India (RBI) was established under the RBI Act, 1934 on 
April 1, 1935 as a private shareholders' bank but since its nationalization in 1949, it is 
fully owned by the Government of India. The Preamble of the Reserve Bank describes 
the basic functions as 'to regulate the issue of Bank notes and keeping of reserves 
with a view to securing monetary stability in India and generally, to operate the 
currency and credit system of the country to its advantages'. Thus, unlike the current 
trend in many countries, there is no explicit mandate for price-stability or formal 
inflation targeting, but the mandate appears to be similar to that of the Federal 
Reserve of the USA. The twin objectives of monetary policy in India have evolved 
over the years as those of maintaining price stability and ensuring adequate flow of 
credit to facilitate the growth process. The relative emphasis between the twin 
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objectives is modulated as per the prevailing circumstances and is articulated in the 
policy statements by the Reserve Bank from time to time. Consideration of macro-
economic and financial stability is also subsumed in the mandate. 
The Reserve Bank of India is also entrusted with the management of foreign 
exchange reserves (which include gold holding also), which are reflected in its 
balance sheet. While the Reserve Bank is essentially a monetary authority, its 
founding statute mandates it to be the manager of market borrowing of the 
Government of India and banker to the Government. 
The ftinction of regulation and supervising of banks has been assigned to the 
Reserve Bank by a separate legislation enacted in 1949, while the regulation of Non-
Banking Finance Companies (NBFCs) has been entrusted to it through as amendment 
to the RBI Act recently. The powers for regulation of money markets, government 
securities market, forex market and gold are derived from the RBI Act and the 
regulation explicitly entrusted through government notifications under the Securities 
Contacts (Regulation) Act. 
The regulation of current and capital account transactions of the external 
sector was assigned to the Reserve Bank of India under another statute in 1999, 
replacing an earlier one of 1973. In addition to the issuance of currency, the Reserve 
Bank of India is also entrusted with the responsibilities relating to distribution of 
coins. The Reserve Bank of India has been assigned some responsibility in several 
statutory bodies such as public sector banks, development finance institutions 
governing Agriculture, Housing and Deposit Insurance, etc. 
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The Reserve Bank of India affairs are governed by a Central Board of 
Directors, consisting of fourteen non-executive, independent directors nominated by 
the Government, in addition to the Governor and up to four Deputy Governors. 
Besides, one government official is also nominated on the Board who participates in 
the Board meeting but cannot vote. 
The Reserve Bank of India has 19 regional offices and 4 sub-offices, mostly in 
state capitals. It is the debt-manager and banker to State Governments (i.e., the 
provinces constituting the Indian federation). It also renders advice to the Central and 
the State Governments, particularly in regard to financial sector reforms. 
In brief, the Reserve Bank of India has been assigned several functions, in 
addition to monetary management. In performing each of the functions, the statute as 
well as the functional content, requires that the Reserve Bank exercise varying 
degrees of autonomy and coordination vis-a-vis the government. The three over-
arching features governing the relations with the government are autonomy in 
operations; harmony in policies; and coordination in structural transformations. 
The Indian financial system of the pre-reforms period, 1991, essentially 
catered to the needs of planned development in a mixed-economy framework, where 
the Government sector had a predominant role in economic activity. Interest rates on 
Government securities were artificially pegged at low levels, which were unrelated to 
the market conditions. The system of administered interest rates was characterized by 
detailed prescriptions on the lending and the deposit side, leading to multiplicity and 
complexity of interest rates. As would be expected, the environment in the financial 
sector in those years was characterized by segmented and underdeveloped financial 
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markets coupled with paucity of financial instruments. Thus, the transactions between 
the de facto joint balance sheet of the Government, the Reserve Bank and the 
commercial banks were governed by fiscal priorities rather than sound principles of 
financial management and commercial viability. It was then recognized that this 
approach, which, conceptually, sought to enhance efficiency through a coordinated 
approach, actually led to loss of transparency, accountability and incentive to seek 
efficiency. 
The banking system in India has undergone significant changes during last 16 
years. There have been new banks, new instruments, new windows, new opportunities 
and, along with all this, new challenges. While deregulation has opened up new vistas 
for banks to augment incomes, it has also entailed greater competition and 
consequently greater risks. India adopted prudential measures aimed at imparting 
strength to the banking system and ensuring its safety and soundness, through greater 
transparency, accountability and public credibility. The capital adequacy ratio has 
increased to 12.4 per cent for scheduled commercial banks as at end March 2006, 
which is much above the international norm. Commercial banks' net profits remained 
at 0.9 per cent of total assets during 2004-05 and 2005-06, up from 0.16 per cent in 
1995-96. The ratio of NPLs to total loans of scheduled commercial banks, which was 
as high as 15.7 per cent at end March 1997, declined steadily to 3.3 per cent by end 
March 2006. The net non-performing assets declined to 1.2 per cent of net advances 
during 2005-06 fi-om 2.0 per cent in 2004-05. According to the preliminary financial 
results available for most of the banks for the year 2006-07, the financial soundness 
has improved further. 
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Our banking sector reforms have been unique in the world in that they 
combine a comprehensive reorientation of competition, regulation and ownership in a 
non-disruptive and cost-effective manner. Indeed our banking reform is a good 
illustration of the dynamism of the public sector in managing the overhang problems 
and the pragmatism of public policy in enabling the domestic and foreign private 
sectors to compete and expand. There have been no banking crises in India. 
The Government took steps to reduce its ownership in nationalized banks and 
inducted private ownership but without altering their public sector character. The 
underlying rationale of the approach is to assure that the solitary features of public 
sector banking were not lost in the transformation process. On account of healthy 
market value of the banks' shares, the capital infusion into the banks by the 
government has turned out to be profitable for the Government. 
An independent Banking Codes and Standards Board of India was set up on 
the model of the UK in order to ensure that comprehensive code of conduct for fair 
treatment of customers is evolved and adhered to. With a view to achieving greater 
financial inclusion, since November 2005, all banks need to make available a basic 
banking 'no frills' account either with 'nil' or very low minimum balances as well as 
charges that would make such accounts accessible to vast sections of population. 
Banks were urged to review their existing practices to align them with the objective of 
'financial inclusion'. 
There is a scheme of Ombudsman, located in fifteen cities to provide redressal 
to grievances of the bank customers. Customer service is accorded high priority in the 
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supervisory evaluation and according regulatory comfort to the Reserve Bank of 
India. 
With a view to strengthening the supervisory framework within the Reserve 
Bank, a Board for Financial Supervision (BFS) was constituted in 1994, comprising 
select members of the Reserve Bank's Central Board with a variety of professional 
expertise to exercise 'undivided attention to supervision' and ensure an integrated 
approach to supervision of commercial banks and fmancial institutions. The Reserve 
Bank has also instituted Off-site Monitoring and Surveillance System (OSMOS) for 
banks in 1995, which provides for Early Warning System as also a trigger for on-site 
inspections of vulnerable institutions. 
In India, we have 84 commercial banks, which account for about 81 per cent 
(total assets) of the financial sector at end-March 2006; over 3000 cooperative banks, 
which account for 11 per cent; 133 Regional Rural Banks which account for 3 per 
cent. Taking into account the size, complexity of operations, and relevance to the 
financial sector, need to ensure greater financial inclusion and the need for having an 
efficient delivery mechanism, the capital adequacy norms applicable to these entities 
have been maintained at varying levels of stringency. One might say that we are 
adopting a three-track approach with regard to capital adequacy rules. Given the 
different risk appetite across banks and their business philosophies, it is likely that 
banks would 'self select' their own approach, which in turn, is likely to engender a 
stabilizing influence on the system as a whole. 
On the first track, the commercial banks are required to maintain capital for 
both credit and market risks as per Basel I framework; the cooperative banks, on the 
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second track, are required to maintain capital for credit risic as per Basle I framework 
and through surrogates for market risk; the Regional Rural Banks, on the third track, 
have a minimum capital requirement which is, however, not on part with the Basel I 
framework. Consequently, we have a major segment of systematic importance on a 
fiill Basel I framework, a portion of the minor segment partly on Basel I fi^mework, 
and a smaller segment on a non-Basel framework. 
The guidelines of Basel II implementation have been issued. According to the 
schedule, foreign banks operating in India and Indian Banks have presence outside 
India are to migrate to the standardized approach for credit risk and the basic indictor 
approach for operational risk under Basel II with effect from March 31, 2008. All 
other scheduled commercial banks are encouraged to migrate to these approaches 
under Basel 11 in alignment with them but in any case not later than March 31,2009. 
Current Challenges 
In assessing short-term prospects, say for 2007-08, it is essential to recognize 
that the impressive growth in GDP at 9.4 per cent during the preceding year, reflects 
the contribution of both-the structural and the cyclical factors though their relative 
contribution is somewhat non-quantifiable. The critical task before the public policy, 
in general, and Reserve Bank of India, in particular, is to strengthen the structural 
factors in the economy but determinedly moderate the cyclical and excessively 
volatile elements of the economy. 
There are reasonable grounds for optimism in regard to the prospects for 
Indian economy, and this has been globally recognized. However, it is necessary to 
remain guarded in matters relating to economic growth and stability of an emerging 
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market economy in the current global environment of high output-growth, notable 
inflation pressures, persisting global imbalances, incipient signs of re-pricing of risks, 
and perceived volatility of capital flows. 
ICICI bank does recognize that relative to most large emerging market 
economies, it has several significant economic strengths but it also has twin deficits-
current and fiscal; has a higher component of more volatile portfolio flows on capital 
account, and severe policy challenges in managing capital flows. 
In view of the proven success of overall approach of the bank to reforms over 
the last fifteen years, there is considerable merit in pursuing the gradualist, 
participative and harmonious approach towards further reforms in financial and 
external sectors. Since it is generally accepted that financial and external sectors in 
India are reasonably strong and resilient, high priority is being accorded for further 
reforms in fiscal sector, agriculture, physical infrastructure, especially in power and 
urban areas, and delivery of public services such as water, health and education. 
Progress in these sectors will help, over the medium term, enhance competitiveness 
and accelerated reforms in financial and external sectors, in a harmonious and non-
disruptive manner, thus, reinforcing self-accelerating growth with assured stability. 
Banking Sector Reforms: 
Financial Sector reforms were initiated as part of overall economic reforms in 
the country and wide ranging reforms covering industry, trade, taxation, external 
sector, banking and financial markets have been carried out since mid 1991. A decade 
of economic and financial sector reforms has strengthened the fundamentals of the 
Indian economy and transformed the operating environment for banks and financial 
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institutions in tlie country. The sustained and gradual pace of reforms has helped 
avoid any crisis and has actually fuelled growth. As pointed out in the RBI Annual 
Report 2001-02, GDP growth in the 10 years after reforms i.e., 1992-93 to 2001-02 
averaged 6.0 per cent against 5.8 per cent recorded during 1980-81 to 1989-90 in the 
pre-reforms period. 
The most significant achievement of the fmancial sector reforms has been the 
marked improvement in the financial health of commercial banks in terms of capital 
adequacy, profitability and asset quality as also greater attention to risk management. 
Further deregulation has opened up new opportunities for banks to increase revenues 
by diversifying into investment banking, insurance, credit cards, depository services, 
mortgage financing, securitization, etc. At the same time liberalization has brought 
greater competition among banks both domestic and foreign as well as competition 
from mutual funds, NBFCs, post office etc. Post-WTO, competition has intensified, as 
large global players have emerged on the scene. Increasing competition is squeezing 
profitability and forcing banks to work efficiently on shrinking spreads. Positive 
fallout of competition is the greater choice available to consumers and the increased 
level of sophistication and technology in banks. As banks benchmark themselves 
against global standards there has been a marked increase in disclosures and 
transparency in bank balance sheets as also greater focus on corporate governance. 
Major Reform Initiatives 
Some of the major reform initiatives in the last decade that have changed the 
face of the Indian banking and financial sector are: 
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> Interest rate deregulation. Interest rates on deposits and lending have been 
deregulated with banks enjoying greater freedom to determine their rates. 
> Adoption of prudential norms in terms of capital adequacy, asset 
Classification, income recognition, provisioning, exposure limits, investment 
fluctuation reserve, etc. 
> Reduction in pre-emption-lowering of reserve requirements (SLR and CRR), 
thus releasing more lendable resources which banks can deploy profitably. 
> Government equity in banks has been reduced and strong banks have been 
allowed to access the capital market for raising additional capital. 
> Banks now enjoy greater operational freedom in terms of opening and 
swapping of branches, and banks with a good track record of profitability 
have greater flexibility in recruitment. 
> New private sector banks have been set up and foreign banks permitted to 
expand their operations in India including through subsidiaries. Banks have 
also been allowed to set up Offshore Banking Units in Special Economic 
Zones. 
> New areas have been opened up for bank financing: insurance, credit cards, 
infrastructure, leasing, gold banking, besides investment banking, asset 
management, factoring, etc. 
>• New instruments have been introduced for greater flexibility and better risk 
management: e.g. interest rate swaps, forward rate agreement, cross currency 
forward contracts, forward cover to hedge Inflows under foreign direct 
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investment, liquidity adjustment facility for meeting day-to-day liquidity 
mismatch. 
> Several new institutions have been set up including the National Securities 
Depositories Ltd., Central Depositories Services Ltd., Clearing Corporation of 
India Ltd., Credit Information Bureau India Ltd. 
> Limits for investment in overseas markets by banks mutual funds and 
corporate have been liberalized. The overseas investment limit for corporate 
has been raised to 100% of net worth and the ceiling of $100 million on 
prepayment of external commercial borrowings has been removed. MFs and 
corporate can now undertake FRAs with banks. Indians allowed maintaining 
resident foreign currency (domestic) accounts. Full convertibility for deposit 
schemes of NRIs introduced. 
> Universal Banking has been introduced. With banks permitted to diversify 
into and DFIs into working capital, guidelines have been put in place for the 
evolution of universal banks in an orderly fashion. 
> Technology infrastructure for the payments and settlement system in the 
county has been strengthened with electronic funds transfer, Centralized 
Funds Management System, Structured Financial Messaging Solution, 
Negotiated Dealing System and move towards Real Time Gross Settlement. 
> Adoption of global standards. Prudential norms for capital adequacy, asset 
classification, income recognition and provisioning are now close to global 
standards. RBI has introduced Risk Based Supervision of banks (against the 
traditional transaction based approach). Best international practices in 
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accounting systems, corporate governance, payment and settlement systems, 
etc. are being adopted. 
> Credit delivery mechanism has been reinforced to increase the flow of credit 
to priority sectors through focus on micro credit and Self Help Groups. The 
definition of priority sector has been widened to include food processing and 
cold storage, software up to Rs 1 crore, housing above Rs 10 lakh, selected 
lending through NBFCs, etc. 
> RBI guidelines have been issued for putting in place risk management 
systems in banks. Risk Management Committees in banks address credit risk, 
market risk and operational risk. Banks have specialized committees to 
measure and monitor various risks and have been upgrading their risk 
management skills and systems. 
> The limit for foreign direct investment in private banks has been increased 
from 49 per cent to 74 per cent and the 10 per cent cap on voting rights has 
been removed. In addition, the limit for foreign institutional investment in 
private banks is 49 per cent. 
> Wide ranging reforms have been carried out in the area of capital markets. 
Fresh investment in CPs, CDs are allowed only in dematerialized form. SEBI 
has reduced the settlement cycle from T+3 to T+2 from April 1, 2003 i.e. 
settlement of stock deals will be completed in two trading days after the trade 
is executed, taking the Indian stock trading system ahead of some of the 
developed equity markets. Stock exchanges will set up trade guarantee funds. 
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Retail trading in Government securities has been introduced on NSE and BSE 
from January 16, 2003. 
Information Technology (IT) in Commercial Banks in India 
The banking sector in India is going through a major technological 
transformation phase in the recent years. Most of the banks are evolving clearly 
designed technology-related strategy and vision. They are also setting aside big 
budgets for technology. The potential benefits and opportunities of putting in place 
the new technological platforms are many, like improved customer experience, 
enhanced produce delivery, product innovations, better cross-selling of products, 
streamlining operations, reducing the transaction costs, better Risk Management 
Control, etc. 
Technology will, no doubt, cut transaction costs, but technological solutions 
don't come cheap. These not only require substantial one-time investments but also 
recurring expenses to maintain that cutting edge offering. With greater use of 
technology solutions, the IT spending of Indian Banking System is expected to go 
significantly. According to the RBI annual report, 2003-04, the application of 
technology would help the bank reduce their operating costs in the long run but the 
initial investment would be sizeable. IT spent by banking and financial services 
industry in USA is approximately 7 per cent of the revenue as against around 1 
percent by Indian Banks. The Indian banking sector was known as "class banking" in 
pre-nationalization period thereafter changed to "Mass Banking" in post 
nationalization period. It can be said that post reforms period and post globalization 
phenomena has given boost to "Productive Banking". 
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Banking institutions have been using Information-Technology from the mid of 
the 20th century. They are dependent on gathering, processing, analyzing and 
providing information according to the needs of their customers. The technology 
revolution in banking actually began in 1950's where the fuse Automated Book 
Keeping machine was installed in few banks in United States. 
Second revolution began with the advent of Electronic Payment Technology in 
1970. As a result banks as well as other financial institutions in India have entered the 
domain of Information Technology and computer networking. A Satellite based Wide 
Area Network (WAW) as provided by a reliable communication framework for the 
banking and financial sector. The Indian Financial Network (INFINET) was 
inaugurated in June 1999. It is based on satellite communication using VSAT 
technology which enables faster connectivity within the financial sector. 
The use of Information Technology in banking services resulted in 
development of new concept of banking such as: 
Automated Teller Machine (ATM) 
It is an electronic machine, which allows the users to withdraw, check balance, 
pay bills etc. The users are given ATM cards with a password to use the machine. 
ATM's are convenient that people have changed it into the acronym as "Any Time 
Money". HSBC bank was the first bank to introduce the ATM concept in India way 
back in 1987. ICICI, UTI, HDFC and IDBI together account for more than 50 per cent 
of the total ATMs in India. The cost of setting up an ATM center is around Rs. 1 
Million and maintenance costs works out to around Rs. 1.2 to 1.4 million per annum. 
To reach the break-even point within a year, there should be around 250-300 
110 
transactions per day per ATM. According to industry sources, the total number of 
ATMs in India that was around 12,000 as on March 2003, is estimated to be 17000 as 
on March 2004 and is expected to cross 30,000 by December 2006. As per Moody's 
report, India is the second fastest country in ATM. Banks have also been cutting costs 
and gaining synergies through ATM showing agreements amongst themselves, for 
instance. 
> ICICI Bank, Andhra Bank and Federal Bank; 
> Cash Tree (Bank of India, Union Bank of India, Indian Bank, Dena Bank and 
Syndicate Bank) 
Online Banking and e-banking 
This kind of banking service allows its customers to manage their money from 
any type of browser devise including mobile phones, internet-enabled television. A 
personal computer is required to access to your accounts, to transfer funds, to pay 
creditors etc. and is called online banking. The Bankers Automated Cleaning System 
(BACS) has been introduced in online banking to reduce paper cost and risk of 
security. By using a private password your account balance will be there at the close 
of business on the previous working day. On line banking provides services such as 
checking the account position, moving the spare cash into an interest bearing account 
and making high value payment without risk. 
Internet Banking 
It is a form of plank to build system within the banks and between banks and 
their partners. It helps to make good choices and decisions which avoid scans in 
banking. The advantage of the internet is that // allows financial institutions to 
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combine contents from multiple sources to one computer. In India, this channel is 
available for the past three to four years. The facility of Corporate Internet Banking 
Service is available to all business enterprises, accessible from anywhere in the globe 
providing various banking and fmancial services under single umbrella and giving 
complete freedom of banking anywhere anytime on 24 x 365 basis. 
Telephone Banking 
Telephone Banking means availing banking services of telephone just "Dial 
One Number" using any telephone to access to the account, fransfer fiind, request 
statements or check books simply by following a recorded message and touching the 
keys on your phone. Registering for telephone bjmking is free of cost though there is 
small transaction charge for making bill payments and a frequent usage charge. 
Smart Card 
The processor type smart cards with (in built) integrated circuits (ICs) or 
microchips offer a wide range of transactional opportunities with the growth of e-
commerce, card based personal system is most common online payment method. 
Businesses and countries that do not use these technologies are unlikely to capture 
global market. Smart-cards can be used in many places such as reveal payment, 
vehicle registration, internet payment, driving license and health records etc. A 
committee under the chairmanship of secretary. Ministry of Information Technology, 
Government of India is set up to examine issues related to deployment of smart cards, 
identify application, infrastructure requirements banking and payment infrastructure. 
"MONDEX" is recently bom smart card that functions as an electronic wallet. 
There is no credit limit and can be spend and reloaded as pointed terminals, 
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Electronic Funds Transfer at Point of Sale (EFTPOS) 
While travelers cheque means "pay-now-buy-later" and credit cards 'buy-
now-pay-later' but EFTPOS are debit cards that signify 'buy now-pay-now' but 
without cash transactions. The users give their cards when they buy goods and the 
EFTPOS system immediately debits their bank account. 
Electronic Data Interchange (EDI) 
EDI typically denotes paperless financial transactions across the location. EDI 
is fast becoming the norms for inter-company transactions. Companies can now 
operate their bank account through corporate banking thumbnails in their own offices, 
which are linked to the bank coml-luters. Companies can, thus, carry out transactions 
like transferring funds, managing its cash flow, opening letter of credit etc. without 
any paper work. It has reduced documents processing time from one dry to 15-30 
minutes and the estimated savings are of the order of $1 billion annually. 
Recent Significant Developments 
Customer Relationship Management (CRM) Solution 
CRM is the industry term for the set of methodologies and tools that help an 
enterprise manage customer relationships in an organized way. It is a process used to 
learn more about customers' needs and behaviour in order to develop stronger 
relationships with them. In simpler terms, CRM is designed as finding, getting and 
retaining customers. 
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Risk Management, MIS and Data Warehouse 
Risk management is a fairly new concept to the Indian banking industry. Good 
risk management practices require robust, account level and enterprise wide database. 
RBI's Committee on Technology upgradration in the Banking sector had advised the 
Indian Banks to put in place their strategy for setting up an enterprise wide data 
warehouse. A Data warehouse is a repository of integrated information, available for 
queries and analysis, extracted from heterogeneous sources. It is subject oriented, 
integrated, time variant, and non-volatile collection of data to support management 
decision making. 
OfT-Site Monitoring and Surveillance 
RBI introduced a system of off-site Monitoring and surveillances, with the 
primary objective of assessing financial condition of banks in behaviour on-site 
examinations with a view to facilitate bank to submit error-free data in time and with 
a view to enable the supervisor to make effective use of the data so obtained. RBI has 
developed an OSMOS package in an RDBMS environment. REI has recently 
expanded the scope of surveillance to include Risk Based Supervision and 
Consolidated Prudential Reporting. 
Credit Information Bureau 
A Credit Information Bureau (CIB) is such a repository of information on the 
credit history and repayment records of borrowers, CIBIL -Credit Information Bureau 
(India) Limited is India's first credit information Bureau. CIBIL will provide specific 
information on the credit history and past record of its members in the form of credit 
information reports. 
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A Credit Information Report (CIR) is a factual record of a borrower's credit 
payment history compiled from information received from different lenders. Its 
purpose is to help lenders to make better lending decisions-quickly and objectively. 
The establishment of CIBIL is a crucial effort made by the Government of India in 
their drive to improve the working of the financial system, especially to contain future 
NPS by taking on good quality assets in the books of the lenders. 
Constraints 
The following factors are hindering fast IT growth in banking services. 
> Lack of strong national telecom, hardware and software infrastructure, reliable 
access to Internet at high speed at a lower cost. 
> Lack of continuous training and skills and up gradation of human resources 
towards new technologies in banking operations. 
> The elimination of manual records, the introduction of electronic fund transfer, 
ATMS etc. raise the important issues of confidentiality of information, 
presenting data, corruption and prevention of frauds. 
> Poor patronage by customers, especially old people who prefer dealing with 
official rather than with computer screen. 
> An investment by banks in ATMs is not effectively used and most of A TMs 
are unutilized. 
> Poor number of transactions per ATM. 
> No local experts are available for solving the problems related to ATM or e-
banking. 
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> Lack of awareness among customers to use the new banking technologies. 
> Becoming an ATM holder is a very lengthy process especially in PSBs. 
Strategies 
> Appropriate technologies for encryption of data for second transaction, regular 
and multiple backup, extensive use of password and other forms of 
authorization is need to adopt. 
> Create awareness among customer for the advantages of IT in banking 
services through Road shows. Canopy and publicity by existing users to 
unawares customers of banks. 
> Develop high-tech infrastructure of IT in banking services at a lower cost. 
> There is a dual requirement to protect customers' privacy and protect them 
against fraud. 
> The location of the ATM is important and a lot of survey needs to be done 
before installing the machine, though it will increase transactions per day per 
ATM. 
> The number of transaction through ATM will go up when the bank accepts 
other bank's entire card too. 
> Banks should increase the number of cards issued and the number of branches 
networked. 
Technology has changed the global economy by facilitating break down of 
geographical as well as functional barriers. Technology is the single most effective 
success factor in global banking. Global connecting is a necessity for banks with 
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global operations. Only those banks will be able to thrive in global operative 
atmosphere which are able to lower operational and service delivery costs. Internet-
based infrastructure is becoming a necessity both for domestic and global operations. 
Indian banks are already implementing new technology to remain competitive 
fortunately; there is no legacy problem for Indian banks in this field. The crucial issue 
is not about implemenUition but the ability to leverage banking technology so as to 
exploit the synergies. 
Challenges Ahead 
Improving Profitability 
The most direct result of the above changes is increasing competition and 
narrowing of spreads and its impact on the profitability of banks. The challenge for 
banks is how to manage with thinning margins while at the same time working to 
improve productivity which remains low in relation to global standards. This is 
particularly important because with dilution in banks' equity, analysts and 
shareholders now closely track their performance. Thus, with falling spreads, rising 
provision for NPAs and falling interest rates, greater attention will need to be paid to 
reducing transaction costs. This will require tremendous efforts in the area of 
technology and for banks to build capabilities to handle much bigger volumes. 
Reinforcing Technology 
Technology has thus become a strategic and integral part of banking; driving 
banks to acquire and implement world class systems that enable them provide 
products and services in large volumes at a competitive cost with better risk 
management practices. The pressure to undertake extensive computerization is very 
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real as banks that adopt the latest technology have an edge over others. Customers 
have become very demanding and banks have to deliver customized products through 
multiple channels, allowing customers access to the bank round the clock. 
Risk management 
The deregulated environment brings in its wake risks along with profitable 
opportunities, and technology plays a crucial role in managing these risks. In addition 
to being exposed to credit risk, market risk and operational risk, the business of banks 
would be susceptible to country risk, which will be heightened as controls on the 
movement of capital are eased. In this context, banks are upgrading their credit 
assessment and risk management skills and training staff, developing a cadre of 
specialists and Introducing technology driven management information systems. 
Sharpening Skills 
The far-reaching changes in banking and financial sector entail a fundamental 
shift in the set of skills required in banking. To meet increased competition and 
manage risks, the demand for specialized banking functions, using IT as a competitive 
tool is set to go up. Special skills in retail banking, treasury, risk management, foreign 
exchange, development banking, etc., will need to be carefully nurtured and built. 
Thus, the twin pillars of the banking sector i.e. human resources and IT will have to 
be strengthened. 
Greater Customer Orientation 
In today's competitive environment, banks will have to strive to attract and 
retain customers by introducing innovative products, enhancing the quality of 
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customer service and marketing a variety of products through diverse channels 
targeted at specific customer groups. 
Corporate Governance 
Besides using their strengths and strategic initiatives for creating shareholder 
value, banks have to be conscious of their responsibilities towards corporate 
governance. Following financial liberalization, as the ownership of banks gets broad 
based the importance of institutional and individual shareholders will increase. In 
such a scenario, banks will need to put in place a code for corporate governance for 
benefiting all stakeholders of a corporate entity. 
International Standards 
Introducing internationally followed Jest practices and observing universally 
acceptable standards and codes is necessary for strengthening the domestic financial 
architecture. This includes best practices in the area: of corporate governance along 
with full transparency in disclosures. In today's globalized world, focusing on the 
observance of standards will help smooth integration with world financial markets. 
Conclusion 
To sum up, it may be safely deduced that the face of banking is changing 
rapidly. Competition is going to be tough and with financial liberalization under the 
WTO, banks in India will have to benchmark themselves against the best in the world. 
For a strong and resilient banking and financial system, therefore, banks need to go 
beyond peripheral issues and tackle significant issues like improvements in 
profitability, efficiency and technology, while achieving economies of scale through 
consolidation and exploring available cost effective solutions. These are some of the 
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issues that need to be addressed if banks are to succeed in the changing milieu. 
Needless to mention that in India New Economic Policy of 1991 has already paved 
the way for liberalization, privatization and globalization. Since then a lot of 
fundamental changes have brought in their wake new challenges before the country. 
Financial Sector reforms led to the setting up of a number of private banks. Of them, 
ICICI Bank is on the top in every respect. In the next chapter, therefore, an attempt 
will be made to study the selective HRM policies and practices of the ICICI bank 
along with a synoptic view of the profile of growth of ICICI bank. 
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CHAPTER IV 
HRM POLICIES AND PRACTICES IN ICICI BANK -
AN APPRAISAL 
The foregoing chapter concluded that commercial banks, now-a-days, are no 
more a mere lending and depositing institutions, they have become more than a 
financial intermediary. Now-a-days, they undertake every activity of the varied 
customers in order to show the usefulness of the banks in every walk of life. The 
present chapter has been split up into two parts. The first part attempts to focus on the 
development of ICICI bank in India. In the second part selective HRM practices and 
policies of ICICI bank have been thoroughly studied. In the following pages an 
attempt has been made to highlight the development of ICICI bank in India: 
Introduction 
ICICI Bank is India's second-largest bank with total assets of Rs. 3,744.10 
billion (US$ 77 billion) at December 31, 2008 and a profit after tax of Rs. 30.14 
billion for the nine months ended December 31, 2008. The Bank has a network of 
1,416 branches and about 4,644 ATMs in India and its presence in 18 countries. ICICI 
Bank offers a wide range of banking products and financial services to corporate and 
retail customers through a variety of delivery channels and through its specialized 
subsidiaries and affiliates in the areas of investment banking, life and non-life 
insurance, venture capital and asset management. 
The Bank currently has subsidiaries in the United Kingdom, Russia and 
Canada, branches in United States, Singapore, Bahrain, Hong Kong, Sri Lanka, Qatar 
and Dubai International Finance Centre and representative offices in United Arab 
Emirates, China, South Africa, Bangladesh, Thailand, Malaysia and Indonesia. UK 
subsidiary has established branches in Belgium and Germany. ICICI Bank's equity 
shares are listed in India on Bombay Stock Exchange and the National Stock 
Exchange of India Limited and its American Depositary Receipts (ADRs) are listed 
on the New York Stock Exchange (NYSE). 
ICICI Bank was originally promoted in 1994 by ICICI Limited, an Indian 
financial institution, and was its wholly-owned subsidiary. ICICI's shareholding in 
ICICI Bank was reduced to 46 per cent through a public offering of shares in India in 
fiscal 1998, an equity offering in the form of ADRs listed on the NYSE in fiscal 2000, 
ICICI Bank's acquisition of Bank of Madura Limited in an all-stock amalgamation in 
fiscal 2001, and secondary market sales by ICICI to institutional investors in fiscal 
2001 and fiscal 2002. ICICI was formed in 1955 at the initiative of the World Bank, 
the Government of India and representatives of Indian industry. The principal 
objective was to create a development financial institution for providing medium-term 
and long-term project financing to Indian businesses. In the 1990s, ICICI transformed 
its business from a development financial institution offering only project finance to a 
diversified financial services group offering a wide variety of products and services, 
both directly and through a number of subsidiaries and affiliates like ICICI Bank. In 
1999, ICICI become the first Indian company and the first bank or financial institution 
from non-Japan Asia to be listed on the NYSE. 
After consideration of viirious corporate structuring alternatives in the context 
of the emerging competitive scenario in the Indian banking industry, and the move 
towards universal banking, the managements of ICICI and ICICI Bank formed the 
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view that the merger of ICICI with ICICI Bank would be the optimal strategic 
alternative for both entities, and would create the optimal legal structure for the ICICI 
group's universal banking strategy. The merger would enhance value for ICICI 
shareholders through the merged entity's access to low-cost deposits, greater 
opportunities for earning fee-based income and the ability to participate in the 
payments system and provide transaction-banking services. The merger would 
enhance value for ICICI Bank shareholders through a large capital base and scale of 
operations, seamless access to ICICI's strong corporate relationships built up over five 
decades, entry into new business segments, higher market share in various business 
segments, particularly fee-based services, and access to the vast talent pool of ICICI 
and its subsidiaries. In October 2001, the Boards of Directors of ICICI and ICICI 
Bank approved the merger of ICICI and two of its wholly-owned retail finance 
subsidiaries, ICICI Personal Financial Services Limited and ICICI Capital Services 
Limited, with ICICI Bank. The merger was approved by shareholders of ICICI and 
ICICI Bank in January 2002, by the High Court of Gujarat at Ahmadabad in March 
2002, and by the High Court of Judicature at Mumbai and the Reserve Bank of India 
in April 2002. Consequent to the merger, the ICICI group's financing and banking 
operations, both wholesale and retail, have been integrated in a single entity. 
ICICI Banks also has the largest market value of all banks in India, and is 
widely seen as a sophisticated bank able to take on many global banks in the Indian 
Market. The Bank is expanding in overseas markets and has the largest international 
balance sheet among Indian banks. The international banking business was set up in 
2002 to implement a focused strategy for the overseas market. The Bank now has 
wholly-owned subsidiaries, branches and representative offices in 18 countries, 
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including an offshore unit in Mumbai. This includes wholly owned subsidiaries in 
UK, Canada and Russia; offshore banking units in Singapore and Bahrain; advisory 
branch in the US, China, United Arab Emirates, Bangladesh, South Africa, Indonesia, 
Thailand and Malaysia. The bank is targeting the NRI (Non Resident Indian) 
Population for expanding its business. ICICI Bank has been endorsed by Amitabh 
Bachchan and Sharukh Khan. The Cheques presented to winners in the first 2 versions 
of the famous game show - Kaun Banega Crorepati were ICICI Bank cheques. ICICI 
bank reported marked-to-market loss of $264 million as of January 31, 2008 
following USA subprime mortgage crisis. 
Business Review of ICICI Banl( 
During fiscal 2008, ICICI Bank continued to grow and diversify its asset base 
and revenue streams by leveraging the growth platforms created over the past few 
years. It maintained its leadership position in retail credit, achieved robust growth in 
fee income from both corporate and retail businesses, strengthened its deposit 
franchise and significantly scaled up corporate and international banking operations. 
Retail Banking 
ICICI Bank was among the first banks to identify the growth potential of retail 
credit in India. Between 2003 and 2006 the banking system as a whole saw significant 
expansion of retail credit, with retail loans accounting for a major part of overall 
systemic credit growth. However, due to the increase in interest rates following 
inflationary pressures, retail credit growth in the banking system has moderated from 
about 30 per cent over the last few years to about 10-15 per cent currently. The bank 
continues to believe that retail credit has robust long-term growth potential, driven by 
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sound fundamentals, namely, rising income levels and favourable demographic 
profile. At the same time, the retail credit business requires a high level of credit and 
analytical skills and strong operations processes backed by technology. The retail 
strategy of the bank is centered on a wide distribution network, comprising its 
branches and offices, direct marketing agents and dealer and real estate developer 
relationships; a comprehensive and competitive product suite; technology-enabled 
back-office processes; and a robust credit and analytical framework. 
The ICICI Bank is the largest provider of retail credit in India. Total retail 
portfolio was Rs. 1,316.63 billion at March 31, 2008, constituting 58 per cent of its 
total loans at that date. During fiscal 2008, ICICI continued its focus on strengthening 
its retail deposit franchise to create a stable funding base. Its current and savings 
account (CASA) deposits as a percentage of total deposits increased from 22 per cent 
as at March 31, 2007 to 26 per cent as at March 31, 2008, with savings account 
deposits increasing by 36 per cent during fiscal 2008. During the year, ICICI have 
expanded its branch network substantially. As at March 31, 2008, ICICI had 1,262 
branches and extension counters compared to 755 branches and extension counters as 
at March 31, 2007, including the addition of about 200 branches through the merger 
of Sangli Bank. Its branch network has further increased to 1,367 as of May 31, 2008. 
ICICI continued to expand its electronic channels, namely internet banking, mobile 
banking, call centers, point of sale terminals and ATMs, and migrate customer 
transaction volumes to these channels. ICICI increased its ATM network to 3,881 
ATMs as at March 31, 2008 from 3,271 ATMs as at March 31, 2007. Its call centers 
have a total seating capacity of approximately 6,375 sales and service workstations. 
Transaction volumes on internet and mobile banking have grown significantly, 
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constituting an increasing percentage of total customer transactions. During the year, 
ICICI launched a mobile banking service enabling a wide range of banking 
transactions using the mobile phone. 
Cross-selling new products and also the products of its life and general 
insurance subsidiaries to its existing customers is a key focus area for the Bank. 
Cross-sell allows the bank to deepen its relationship with its existing customers and 
helps reduce origination costs as well as earn fee income. Its branches and other 
channels are increasingly becoming important points of sale for its insurance 
subsidiaries. In fiscal 2008, about 19 per cent of ICICI Prudential Life Insurance 
Company's new business was generated through ICICI Bank. ICICI bank will 
continue to focus on cross-sell as a means to improve profitability and offer a 
complete suite of products to its customers. The bank continues to leverage its multi-
channel network for distribution of other third party products like mutual funds, 
Government of India relief bonds and initial public offerings of equity. 
Customer service is a key focus area for the ICICI Bank. It has adopted a 
multi-pronged approach to continuously monitor and enhance customer service levels. 
The Customer Service Council comprising whole time directors and senior 
management meets regularly to review customer service initiatives of the bank. ICICI 
bank has implemented a structured customer feedback process where feedback is 
received fi-om customers through e-mail, mobile messaging and telephone. The bank 
conducts regular training programmes for employees to improve customer handling 
and interaction and have incorporated customer service metrics in performance 
evaluation. Its service quality team is also responsible for tracking resolution and 
turn-around times for service requests, identifying root causes to be addressed through 
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process improvements, rewarding achievements in customer service and 
institutionalizing learning from customer feedback. The Customer Service Committee 
of the Board of Directors periodically reviews the initiatives taken by the Bank in this 
area. 
Small Enterprises 
During fiscal 2008, small enterprises customer base of the bank increased by 
26 per cent to about l.l million accounts. The bank has introduced its service 
offerings in over 400 new branches, increasing its coverage to over 1,000 branches. 
During the year, the bank has focused on product specialization including investment 
banking for SMEs. It has continued to focus on shaping the small and medium 
enterprises sphere in India through initiatives such as the "Emerging India Awards", 
the SME CEO Knowledge Series - a platform to mentor and assist SME 
entrepreneurs, and the "SME Dialogue" - a weekly feature in a leading financial 
newspaper sharing SME best practices and success stories. During the year, the bank 
has launched several new products and services like the SME toolkit - an online 
business and advisory resource for SMEs. 
Corporate Banking 
Corporate banking strategy of ICICI bank is based on providing 
comprehensive and customized financial solutions to its corporate customers. It offers 
a complete range of corporate banking products including rupee and foreign currency 
debt, working capital credit, structured financing, syndication and transaction banking 
products and services. 
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Corporate and investment banking franchise is built around a core relationship 
team that has strong relationships with almost all of the country's corporate houses. 
The relationship team is product agnostic and is responsible for managing banking 
relationships with clients. It has also put in place product specific teams with a view 
to focus on specific areas of expertise in designing financial solutions for clients. 
Through its relationship teams working in tandem with product solution teams, the 
bank has deepened its client relationships across its product portfolio resulting in 
significant growth in income and wallet share among all its top corporate clients, as 
compared to the previous year. 
The ICICI Bank has created an integrated Global Investment Banking Group, 
which is responsible for working with the relationship team in India and its 
international subsidiaries and branches, for origination, structuring and execution of 
investment banking mandates on a global basis. ICICI have also restructured its 
delivery team for transaction banking products by creating dedicated sales teams for 
trade services and transaction banking products. This has been done with the intent to 
increase its market share from transaction banking products, which will translate into 
recurring fee income for the Bank. The ICICI Bank has also focused on increasing 
market share in trade finance by leveraging and further strengthening correspondent 
banking relationships. 
Fiscal 2008 saw continued demand for credit from the corporate sector, with 
growth and additional investment demand across all sectors. The Bank was able to 
leverage its international presence and deep corporate relationships to work on 
overseas acquisitions made by Indian companies and infrastructure projects in India. 
During fiscal 2008, the bank was involved in 75 per cent of outbound merger and 
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acquisition deals from India. The ICICI Bank is now a preferred partner for Indian 
companies for syndication of external commercial borrowings and other fund raising 
in international markets and has been ranked number one in offshore loan 
syndications of Indian corporate during calendar year 2007. 
The resurgence of the Indian economy, the need for infrastructure 
development and the international expansion of Indian companies provide exciting 
opportunities for its corporate banking business. The ICICI Bank believes to 
capitalize on these opportunities by combining its domestic and international balance 
sheets, and its credit and structured fmancing expertise. 
Project Finance 
The Indian economy is witnessing significant investments with the investment 
pipeline projected at US$ 700.0 billion over the next few years. Its project finance 
proposition is based on its constant efforts to contribute to the project framework and 
enhance the bankability of projects through its innovative structuring skills, sectoral 
knowledge and robust due diligence techniques. In fiscal 2008, ICICI consolidated its 
lead arranger position across a variety of signature project finance transactions in 
diverse sectors and also forayed into select international project finance transactions. 
The ICICI Bank believes that there is significant potential in the infrastructure 
and manufacturing sectors. The power sector is expected to witness large investments 
involving significant capacity additions of more than 70 giga watts over the next five 
years predominantly driven by increased private sector participation. The ultra mega 
power projects, increasing interest in hydroelectric generation, and offering of 
130 
transmission projects through competitive bidding are expected to provide attractive 
funding opportunities. 
In the transportation sector, road development is being undertaken across both 
the national highways (through the National Highway Development Programme) and 
the state highways. The port sector has been witnessing traffic growth of over 14 per 
cent per annum for the last few years with increased participation of the private sector 
and international players. There is an increased focus on the railways sector with 
investments expected in modernization of railway stations, logistic parks and 
dedicated freight corridors. 
The modernization and expansion of metro and non-metro airports are 
underway and are expected to provide significant business opportunities in the future. 
In addition to the Delhi and Mumbai airports, which have already been transferred to 
private developers, the airports at Kolkata and Chennai are also proposed to be 
modernized through a suitable model. Greenfield airports are also proposed to be set 
up at key business and tourist destinations, such as Bangalore and Hyderabad, which 
have already seen project completion under private management. 
The oil and gas sector is witnessing activity across the entire value chain, from 
exploration and production through increased private sector participation under the 
New Exploration Licensing Policy, to setting up of large-scale refineries by both 
public and private sector players. 
The manufacturing sector has seen significant capacity additions being 
undertaken and planned including Greenfield projects in steel, aluminum and cement. 
Strong growth in infrastructure, real estate and demand for consumer goods and 
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automobiles is expected to increase the demand for steel, aluminum and cement. 
India's advantage in terms of low cost of manufacturing and availability of talent has 
led to several foreign majors setting up large capacities in auto, auto ancillaries and 
engineering industries to meet the growing domestic demand and also as a 
manufacturing hub to serve global markets. 
International Banking 
In 2001, ICICI bank identified international banking as a key opportunity, 
aiming to cater to the cross-border needs of clients and leveraging domestic banking 
strengths to offer products internationally. The bank has made significant progress in 
the international business since it set up first overseas branch in Singapore in 2003. 
ICICI Bank currently has subsidiaries in the United Kingdom, Russia and Canada, 
branches in Singapore, Bahrain, Hong Kong, Sri Lanka, Dubai International Finance 
Centre, Qatar Financial Centre and the United States and representative offices in the 
United Arab Emirates, China, South Africa, Bangladesh, Thailand, Malaysia and 
Indonesia. The Bank's wholly owned subsidiary ICICI Bank UK PLC has nine 
branches in the United Kingdom and a branch each in Belgium and Germany. ICICI 
Bank Canada has eight branches including three in Toronto. ICICI Bank Eurasia LLC 
has six branches including three branches in Moscow and one in St. Petersburg. 
International strategy of ICICI Bank is focused on building a retail deposit 
franchise, diverse wholesale funding sources and strong syndication capabilities to 
support corporate and investment banking business; achieving the status of a non-
resident Indian (NRI) community bank in key markets; and expanding private 
banking operations for India-centric asset classes. During fiscal 2008, ICICI bank 
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focused on deepening presence in existing overseas locations and expanding 
operations in key maricets. In line with strategy to establish a presence in large 
markets with significant savings pools, the bank entered into Germany through a 
branch established by ICICI Bank UK PLC. The ICICI bank has been able to 
successfully leverage technology advantage to create a growing international deposit 
base. Total deposits of ICICI Bank UK PLC and ICICI Bank Canada increased by 76 
per cent from Rs. 191.28 billion at March 31, 2007 to Rs. 335.86 billion at March 31, 
2008. ICICI bank also received approval for and commenced branch operations in the 
United States. 
ICICI bank has established a strong franchise among NRIs by offering a 
comprehensive product suite, technology-enabled access, and a wide distribution 
network in India and alliances with local banks in various markets. Currently, the 
bank has over 500,000 NRI customers. The bank has undertaken significant brand-
building initiatives in international markets and has emerged as a well-recognized 
financial services brand for NRIs. ICICI bank continued to maintain a market share of 
25% in inward remittances to India. During fiscal 2008, the bank launched innovative 
products like instant money transfer and enhanced focus on customer relationship 
management and process automation. Additionally, ICICI bank also undertook the 
development of low cost remittance products in non-India geographies with 
correspondent tie-ups for disbursements in over 100 such geographies. 
Through international private banking services, ICICI bank offers various 
products to mass affluent and high net worth clients based on their financial needs and 
risk appetite. The offerings range from simple deposits and loans to more 
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sophisticated structured products, private equity and products giving exposure to the 
real estate sector in India. 
Rural Banking and Agri-Business 
The ICICI Bank believes that the rural economy has high growth potential and 
offers large credit growth opportunities. Towards this end, bank's suite of products 
and services is targeted to address the needs of both the farm and non-farm sectors. Its 
retail product suite encompasses loans for crop production, purchase of farm 
equipment; commodity based finance as well as various savings, investment and 
insurance products. The bank also offers micro-finance and jewel loans. It has also 
focused on enhancing credit to farmers by leveraging on corporate partnerships. For 
example, it has partnered with various dairies to provide financing to farmers for 
purchase of milch cattle. 
The bank also provides credit and banking services to SMEs active in the 
agricultural value chain. To enhance its service quality and product delivery 
capabilities it has developed a large network of rural branches which is fiirther 
augmented by non-branch channels. Rural banking in India is still at a nascent stage 
and the deployment of technology channels and modem banking methods for rural 
lending continues to be an evolving process. In line with their learning's fi-om their 
rural banking operations, they undertook a comprehensive review of and realigned 
their channel architecture, credit underwriting processes and account management 
systems. The bank has put in place a robust risk management structure to mitigate and 
manage credit, operational and fraud risks. Through this, it aims to create a strong 
foundation for scaling up of their rural business. 
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Risk Management in ICICI Bank 
Risk is an integral part of the banking business and ICICI Bank aims at 
delivering superior shareholder value by achieving an appropriate trade-off between 
risk and returns. The key risks are credit risk, market risk and operational risk. The 
risk management strategy of the bank is based on a clear understanding of various 
risks, disciplined risk assessment and measurement procedures and continuous 
monitoring. The policies and procedures established for this purpose are continuously 
benchmarked with best international practices. It has four dedicated groups, the 
Global Risk Management Group (GRMG), the Compliance Group, Internal Audit 
Group and the Financial Crime Prevention and Reputation Risk Management Group 
(FCPRRMG) which are responsible for assessment, management and mitigation of 
risk in ICICI Bank. 
During fiscal 2008, ICICI bank formed the FCPRRMG to design and 
implement appropriate internal controls in respect of anti-money laundering, fraud 
prevention and reputation risk management. In addition, the Credit and Treasury 
Middle Office Groups and the Global Operations Group monitor operational 
adherence to regulations, policies and internal approvals. These groups are completely 
independent of all business operations. GRMG is further organised into the Global 
Credit Risk Management Group, the Global Market Risk Management Group and the 
Operational Risk Management Group. The internal audit and compliance function are 
responsible to the Audit Committee of the Board. 
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Credit Risk 
Credit risk is the risk that a borrower is unable to meet its financial obligations 
to the lender. ICICI Bank measures, monitors and manages credit risk for each 
borrower and also at the portfolio level. It has standardized credit approval processes, 
which include a well-established procedure of comprehensive credit appraisal and 
rating. It has developed internal credit rating methodologies for rating obligors. The 
rating serves as a key input in the approval as well as post-approval credit processes. 
Credit rating, as a concept, has been well internalized within the Bank. The rating for 
every borrower is reviewed at least annually. Industry knowledge is constantly 
updated through field visits and interactions with clients, regulatory bodies and 
industry experts. 
In retail credit operations of the bank, all products, policies and authorizations 
are approved by the Board or a Board Committee or pursuant to authority delegated 
by the Board. Credit approval authority lies only with credit officers who are distinct 
from the sales teams. Their credit officers evaluate credit proposals on the basis of the 
approved product policy and risk assessment criteria. Credit scoring models are used 
in the case of certain products like credit cards. 
External agencies such as field investigation agencies are used to facilitate a 
comprehensive due diligence process. Before disbursements are made, the credit 
officer conducts a centralized check on the delinquencies database and review of the 
borrower's profile. The bank continuously refines its retail credit parameters based on 
portfolio analytics. It also draws upon reports from the Credit Information Bureau 
(India) Limited (CIBIL). 
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Market Risk 
Market risk is the possibility of loss arising from changes in the value of a 
financial instrument as a result of changes in market variables such as interest rates, 
exchange rates, credit spreads and other asset prices. ICICI Bank's exposure to market 
risk is a function of its trading and asset-liability management activities and role as a 
financial intermediary in customer-related transactions. The objective of market risk 
management is to minimize the impact of losses on earnings and equity capital due to 
market risk. 
Market risk policies include the Investment Policy and the Asset-Liability 
Management (ALM) Policy. The policies are approved by the Board of Directors. The 
Asset-Liability Management Committee (ALCO) stipulates liquidity and interest rate 
risk limits, monitors adherence to limits, articulates the organization's interest rate 
view and determines the strategy in the light of current and expected environment. 
These policies and processes are articulated in the ALM Policy. The Investment 
Policy addresses issues related to investments in various trading products. The Global 
Market Risk Management Group exercises independent control over the process of 
market risk management and recommends changes in processes and methodologies 
for measuring market risk. 
Interest rate risk is measured through the use of re-pricing gap analysis and 
duration analysis. Liquidity risk is measured through gap analysis. ICICI bank ensures 
adequate liquidity at all times through systematic funds planning and maintenance of 
liquid investments as well as by focusing on more stable funding sources such as 
retail deposits. It limits exposure to exchange rate risk by stipulating position limits. 
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The Treasury Middle Office Group monitors the asset-liability position under 
the supervision of the ALCO. It also monitors the treasury activities and adherence to 
regulatory / internal policy guidelines. The Treasury Middle Office Group is also 
responsible for processing treasury transactions, tracking the daily funds position and 
complying with all treasury-related management and regulatory reporting 
requirements. 
Operational Risk 
Operational risk is the risk of loss resulting from inadequate or failed internal 
processes, people and systems or from external events. Operational risks in the Bank 
are managed through a comprehensive internal control framework. The control 
framework is designed based on categorization of all functions into front-office, 
comprising business groups; mid-office, comprising credit and treasury mid-offices; 
back-office, comprising operations; and corporate and support functions. 
RBI has mandated all banks to develop an operational risk management 
framework. In accordance with these guidelines, board of directors has approved an 
Operational Risk Management Policy. The policy is applicable across the Bank 
including overseas offices and aims to ensure clear accountability, responsibility and 
mitigation of operational risk. ICICI bank has constituted an Operational Risk 
Management Committee (ORMC) to oversee the implementation of the Operational 
Risk Management framework. The framework comprises identification of risks, 
assessment of controls to mitigate these risks, risk measurement, risk monitoring and 
mitigation. The bank has formed an independent Operational Risk Management 
Group to facilitate its implementation. 
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The Opportunity 
Almost all segments of the finance business under penetrated in India. The 
scarcity of capital and low growth of the economy for decades had precluded any 
meaningful development of channels of credit to the vast majority of the teeming 
millions. With the globalization of the economy and consequent high growth rates 
seen and expected, provision of finance to the newly empowered consumer is turning 
out to be a big business. Credit cards, mortgages, vehicles finance and other types of 
loans to consumers are picking up pace. 
On the supply side, India's credit ratings and perceived investment have raised 
manifold. This has meant easier access to international capital and fiinding. Low 
interest rates over almost last ten years have ensured a benign business environment 
for credit peddlers. This is not all, revival of capital markets, opening up of the 
insurance sector and housing becoming more affordable due to increase in prosperity 
has meant greater demand for financial products and services. ICICI bank straddles 
the entire spectrum of financial products and services. It has leveraged technology 
excellently to deliver these products and services efficiently with urban cities 
becoming less deprived of financial services the bank is actively prospecting rural 
India for continued growth. 
Asset Quality of ICICI Bank 
At December 31, 2007, the bank's non-performing assets constituted 1.47 per 
cent of net customer assets. International funding plan at December 31, 2007, ICICI 
Bank consolidated balance sheet was US$ 115 billion from January to December 
2007, ICICI bank raised US$ 6.7 billion in the international bond markets in dollar, 
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euro and sterling currencies. This is used primarily from financing the expansion of 
Indian businesses, including their organic and inorganic growth internationally and 
their large Investments plans in India. Going forward, the banks seek to continue to 
capitalize on these growth opportunities. Based upon evaluation of funding 
opportunities and returns thereof, the bank currently expects approximately the same 
amount through bond issuance during calendar year 2008 subject to market 
conditions. The bank currently expects to continue to diversify and evaluate 
alternative market to complement its dollar, euro and sterling bond issuances. The 
international funding is likely to come from retail and corporate deposits, bank loan 
markets, multilateral sources and trade financing. 
Corporate Governance 
ICICI Bank has established a tradition of best practices in corporate 
governance. The corporate governance framework in the ICICI Bank is based on an 
effective independent Board, the separation of the Boards supervisory role from the 
executive management and the constitution of Board Committees, with majority of 
the members generally being independent Directors and chaired by Independent 
Director, to oversee critical areas. The Bank's Corporate governance philosophy 
encompasses not only regulatory and legal requirements, such as listing agreements 
with stock exchanges, but also several voluntary practices aimed at a high level of 
business ethics, effective supervision and enhancement of value for all shareholders. 
Organization Structure of ICICI Bank 
Organization structure of ICICI bank is designed to be flexible and customer 
focused, while seeking to ensure effective control and supervision and consistency in 
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standards across the organization and align all areas of operations to overall 
organizational objectives. The organisation structure is divided into the following 
principal groups: 
The Corporate Center comprises the internal control environment functions 
(including operations, risk management, compliance, audit legal); finance (including 
financial -reporting, planning and strategy, asset liability management, investor 
relation and corporate communications); human resource management; and facilities 
management and administration. 
The Retail Banking Group (RBG) is responsible for products and services for 
retail customers and small and medium enterprises including various credit products, 
and liability products and anti transaction banking services. 
The Wholesale Banking Group (WBG) is responsible for products and 
services for corporate clients, including credit and treasury products, project finance, 
structured finance and transaction banking services. This group is also responsible for 
securitization activities. The Rural, Micro-banking and Agri-business Group (RMAG) 
forms part of WBG. 
The Rural, Micro Banking and agri-business group is responsible for 
implementing the rural banking strategy, including agricultural banking and micro-
finance. The government Banking Group is responsible for government banking 
initiatives. 
The International Business Group (IBG) is responsible for international 
operations, including operations in various overseas market, as well as products and 
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services for Non Resident Indians (NRIs) and International Trade Finance and 
Correspondent Banking relationship. 
The Human Resources Management Group is responsible for the Bank's 
recruitment, training, leadership development and other personnel management 
functions and initiatives. 
The Technology Management Group (TMG) is responsible for enterprise-wide 
technology initiatives, with dedicated technology teams serving individual business 
groups and managing information security and shared infrastructure. 
The Facilities Management and Administration Group is responsible for 
management of corporate facilities and administrative support functions. 
The Organizational Excellence Group is responsible for enterprise-wide 
quality and process improvement initiatives. 
In addition to the above, the Global Principal investment and trading group is 
responsible for taking proprietary positions in the responsible for the global client-
centric treasury operations. The Structural Rate Risk Management Group is 
responsible for rating interest rate views and determining interest rate risk positions 
for the Bank as a whole, with oversight over banking subsidiaries as applicable. 
Organizational Excellence 
The Organizational Excellence Group (OEG) was set up in 2002 with the 
mandate to build and institutionalize quality across the ICICI Group. OEG has over 
the years worked towards integrating the local efforts of business units on common 
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platform and building a quality strategy and roadmap to meet the growing needs of 
the Group. The following have been the major focus areas of OEG: 
> Institutionalize quality across the ICICI Group; 
> Work with business units to catalyze improvements; 
> Create a culture of quality and continual improvement; 
^ > Build knowledge capability in the domain of quality in business groups; 
> Develop and implement quality practices for the Bank; 
> Cross-pollinate best practices among group companies; and 
> Remain at the cutting edge in global search for quality practices. 
The ICICI Bank was among the first services sector organisation to undertake 
enterprise-wide deployment of Five S, an industrial quality methodology in a service 
organisation. Today ICICI Bank has more than 1,300 locations which regularly 
practice Five S. This simple, yet extremely powerful technique has helped in building 
workplace efficiency and engages teams in local level improvements. 
The ICIC Bank has developed its own Process Management Framework 
(PMF) which is built around the foundations of leadership, process thinking, training, 
continual improvement and results. The processes of the Bank have well-defined 
metrics and performance is tracked through dashboards on an ongoing basis. The 
leadership of each business unit continuously reviews existing processes, drives 
improvements and works towards instilling process thinking among employees. 
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The organisation believes that Five S and process management would form the 
basis of the larger excellence journey of the Bank and significant efforts continue in 
instilling and sustaining the practices of Five S and PMF. 
The Bank has an improvement engine branded War on Waste under which 
quality techniques such as Lean and Six Sigma are used for business improvement. 
These projects are targeted towards resolving chronic business difficulties and helping 
to meet the strategic objectives of the business units. In Fiscal Year 2008, 60 War on 
Waste projects were taken up which delivered significant financial benefits. 
ICICI Bank is the first financial services company in the Indian sub-continent 
to have leveraged "Lean" for operational excellence. It began the developmental work 
of applying Toyota principles to a service context as early as in 2003 when it was still 
at its infancy globally. Today ICICI bank has attained expertise in applying lean 
principles for operational excellence. These are accomplished through value stream 
mapping which identifies inefficiencies in processes and is followed by project 
execution vehicles called "Lean Breakthroughs" which focus on delivering 
improvements within a period of a week. So far more than 150 lean breakthroughs 
have been executed in the Bank and ICICI bank believe that this will be one of the 
major improvement vehicles going forward for the ICICI Group. 
Over the years, OEG has evaluated and drawn upon quality techniques 
practiced by world class companies in the automobiles, hospitality, financial services, 
aviation and heavy engineering sectors. The focus hjis been to adapt these practices at 
the ICICI Group. 
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The Bank recently won the award for the best six sigma projects at the 
improvement colloquium organised by the Indian Statistical Institute. The Bank also 
won two awards at the Five S Excellence competition organised by the Confederation 
of Indian Industry. 
Going forward, OEG will focus on "Lean Breakthroughs", which are focused 
time bound improvements in areas such as, reduction in turnaround time, productivity 
improvement, removing wastes from the process and rationalizing manpower. 
The Organizational Excellence Group, headed by a Senior General Manager 
who reports to the Managing Director and CEO, is engaged in institutionalizing 
quality access the Bank by banking skills and capabilities in various quality frame 
work. The group has evolved a holistic place- transformation model by integrating 
various quality methodologies such as "five S and Six Sigma." The group has been 
instrumental in facilitating enterprise-wide deployment of Five S and is currently 
catalyzing the deployment of quality process across the Bank. The group works with 
business units to leverage quality for business improvements. The group also supports 
other ICICI group companies in their quality initiatives. 
Information Technology in ICICI Bank 
ICICI Bank is a pioneer in adopting and implementing the latest technology in 
banking sector. It has deployed state-of-the-art technology across various channels to 
provide convenient access to services to their customers. Bank has integrated 
processes from customers touch point to back office operations in a seamless manner 
with the aid of technology. Innovative approaches have helped shape end -to-end 
solutions that provide customers with secure -chain. The Bank has developed the 
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concept of technology -led delivery. By introducing low -cost customer touch points 
in unbanked areas, the bank has initiated the process of financial inclusion through 
appropriate use of technology. 
The Bank has strengthened its channel mix by leveraging technology for 
branch, internet, mobile, ATM, point of sale, interactive voice response, call centre, 
and assisted banking. At year-end fiscal 2007, it had over 3250 ATMs which support 
transactions of customers along with transactions on the National Financial Switch 
(NFS), Master Card International and Visa International. 
During fiscal year 2007, Financial Innovation and Network Operations, an 
entity sponsored by us, introduced an end-to-end technology solution in rural 
geographies. This provided customers with biometric enabled smart cards that allow 
banking transactions to be conducted on the field. The low-cost solution is an 
effective delivery option for micro -finance institution (MFI) partners. The Bank 
believes that the benefits of investing in the creation of a low-cost technology 
backbone will accrue as the rural banking strategy progressively rolled out. 
The Bank has strengthened the security of its internet banking site by 
implementing two-factor authentication for online transaction. To counter online 
frauds and to keep in line with international best practices, customers are required to 
provide a second factor for authentication before a transaction request is processed. 
The debit card supply-chain has become more responsive with the inception of a new 
debit card management system. Besides, the bank has fully equipped its 24 x 7 global 
treasury with a state of -the art derivations trading system. The new system allows 
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trading in instruments such as foreign exchange options, interest rate derivatives and 
credit derivatives, thereby supporting the Bank's participation in global markets. 
Data centre infrastructure of the ICICI Bank has been further optimized by 
employing server consolidation, virtualization and centralized storage -area network 
to enhance the end-user experience, the Wide Area Network (WAN) bandwidth has 
been significantly increased to allow for faster downloads. The bank is among the first 
players to implement newer data telecommunication and migrate from traditional 
lease line and dial up connections to fully redundant Multi-Protocol Label Switching 
(MPLS) backbone. It has implemented solution and software tools on all personnel 
computers to provide data encryption. It continues to focus on security of customer 
data. 
The bank continues to experiment with a number of emerging technologies 
and is working closely with technology partners to provide innovative solutions to its 
customers. It believes that their commitment to technology will help them to maintain 
their innovative, edge. Going forward, it is excited about using technology to realize 
the full potential of rural India. 
Estimation of Capital 
Internally, the bank has carried out the exercises of estimation of capital 
change based on Standardized approach for credit and Market Risk and Basic 
Indicator Approach for operational Risk. Banks Management Information Systems are 
being upgraded to enable smooth transition to Basel II as envisaged by Reserve Bank 
of India. The bank is also preparing for migrating, to move sophisticated approaches. 
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The Bank's capital adequacy at December 31, 2007 was 15.8 per cent 
(including Tier 1 Capital adequacy of 12.1. per cent) well above RBI's requirement of 
total capital adequacy of 9.0 per cent. The Bank's unaudited capital adequacy 
estimated based on RBI's draft guidelines issued in February 2005 on implementation 
of the revised capital adequacy framework (Basel II), would be about 12.8 per cent 
(including Tier 1 capital adequacy of about 9.6 per cent) at June 30,2006. 
Operating Results of ICICI Bank 
ICICI Bank's Profit before provisions and tax increased by 35.5 per cent to 
Rs. 79.61 billion in fiscal 2008 from Rs. 58.74 billion in fiscal 2007 primarily due to 
an increase in net interest income by 29.6 per cent to Rs. 73.04 billion in fiscal 2008 
from Rs. 56.37 billion in fiscal 2007 and an increase in non-interest income by 27.2 
per cent to Rs. 88.11 billion in fiscal 2008 from Rs. 69.28 billion in fiscal 2007, 
offset, in part, by an increase in non-interest expenses by 21.9 per cent to Rs. 81.54 
billion in fiscal 2008 from Rs. 66.91 billion in fiscal 2007. Provisions and 
contingencies (excluding provision for tax) of the bank increased by 30.5 per cent 
during fiscal 2008 primarily due to a higher level of specific provisioning on non-
performing loans, offset, in part by a reduction in general provision on loans. Bank's 
Profit before tax increased by 38.6 per cent to Rs. 50.56 billion in fiscal 2008 from 
Rs. 36.48 billion in fiscal 2007. Profit after tax increased by 33.7 per cent to Rs. 41.58 
billion in fiscal 2008 from Rs. 31.10 billion in fiscal 2007. 
Net interest income of ICICI Bank increased by 29.6 per cent to Rs. 73.04 
billion in fiscal 2008 from Rs. 56.37 billion in fiscal 2007, reflecting an increase of 
27.6 per cent or Rs. 711.07 billion in the average volume of interest-earning assets 
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and an increase in net interest margin to 2.22 per cent in fiscal 2008 compared to 2.19 
per cent in fiscal 2007. 
The non-interest income of ICICI bank increased by 27.2 per cent to Rs. 88. II 
billion in fiscal 2008 from Rs. 69.28 billion in fiscal 2007 primarily due to a 32.2 per 
cent increase in fee income and a 14.0 per cent increase in treasury and other non-
interest income. Non-interest expenses of bank increased from Rs. 81.54 billion in 
fiscal 2008 from Rs. 66.91 billion in fiscal 2007 - a rise of 21.9 per cent primarily due 
to a 28.6 per cent increase in employee expenses and a 31.6 per cent increase in other 
administrative expenses. 
ICICI Bank's provisions and contingencies (excluding provision for tax) 
increased to Rs. 29.05 billion in fiscal 2008 from Rs. 22.26 billion in fiscal 2007 
primarily due to higher level of specific provisioning on retail loans due to change in 
the portfolio mix towards non-collateralized loans and seasoning of the loan portfolio, 
offset in part by a reduction in general provision on loans due to lower growth in the 
loan portfolio relative to fiscal 2007. 
Total assets of the Bank increased by 16.0 per cent i.e. rose fi"om Rs. 3,446.58 
billion at year-end fiscal 2007 to Rs. 3,997.95 billion at year-end fiscal 2008. It 
primarily increased due to an increase in advances by 15.2 per cent and an increase in 
investments by 22.1 per cent. During the year, ICICI bank made a follow-on public 
offering of equity shares in India and an issuance of American Depository Shares 
(ADSs) aggregating to Rs. 199.67 billion. 
The Sangli Bank Limited (Sangli Bank) was amalgamated with ICICI Bank 
with effect from April 19, 2007 in terms of the scheme of amalgamation approved by 
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Reserve Bank of India (RBI). Sangli Bank was a banking company incorporated 
under the Companies Act, 1956 and licensed by RBI under the Banking Regulation 
Act, 1949. The consideration for the amalgamation was 100 equity shares of ICICI 
Bank of face value Rs. 10 each fully paid-up for every 925 equity shares of face value 
of Rs. 10 each of Sangli Bank. Accordingly, on May 28, 2007, ICICI Bank allotted 
3,455,008 equity shares of Rs. 10 each, credited as fully paid up, to the shareholders 
of Sangli Bank. The excess of the paid-up value of the shares issued over the fair 
value of the net assets acquired (including reserves) of Rs. 3.26 billion and 
amalgamation expenses of Rs. 0.22 billion have been deducted from the securities 
premium account. 
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Data set out in above table reveals that total assets of ICICI bank have 
increased by 37.1 per cent to Rs. 3,446.58 billion at year- end fiscal 2007 from Rs. 
2,513.89 billion at year-end fiscal 2006 primarily - due to increase in advances and 
investments. Net advances of the bank increased by 34.0 per cent to Rs. 1,958.66 
billion at year-end fiscal 2007 from Rs. 1,461.63 billion at year-end fiscal 2006 
primarily due to increase in retail advances in accordance with strategy of growth in 
retail portfolio, offset, in part, by reduction in advances due to repayments and 
securitization. Retail advances of the bank increased 38.5 per cent to Rs. 1,277.03 
billion at year-end fiscal 2007 from Rs. 921.98 billion at year-end fiscal 2006. 
Total investments of ICICI bank at year-end fiscal 2007 increased by 27.5 per 
cent to Rs. 912.58 billion compared to Rs. 715.47 billion at year-end fiscal 2006 
primarily due to 31.9 per cent increase in investment in Government and other 
approved securities in India to Rs. 673.68 billion at year-end fiscal 2007 from 510.74 
billion at year-end fiscal 2006 in line with the increase in net demand and time 
liabilities. Banks in India are required to maintain a specified percentage, currently 
25.0 per cent of their net demand and time liabilities by way of liquid assets like cash, 
gold or approved unencumbered securities. 
Other investments (including debentures and bonds) of ICICI bank increased 
by 16.7 per cent to Rs. 238.90 billion at year-end fiscal 2007 compared to Rs. 204.73 
billion at year-end fiscal 2006, reflecting an increase in investments in insurance and 
international subsidiaries, pass through certificates and credit linked notes. Total 
assets (gross) of overseas branches (including overseas banking unit in Mumbai) of 
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ICICI bank increased to Rs. 524.71 billion at year-end fiscal 2007 from Rs. 275.86 
billion at year-end fiscal 2006- a rise of 90.2 per cent. 
Bank's equity share capital and reserves at year-end fiscal 2007 increased to 
Rs. 243.13 billion as compared to Rs. 222.06 billion at year-end fiscal 2006 primarily 
due to retained earnings for the year and exercise of employee stock options. As per 
the transition provision of Accounting Standard 15 (Revised) on "Accounting for 
retirement benefits in financial statements of employer", the difference in the liability 
on account of retirement benefits created by the Bank at March 31, 2006 due to the 
revised standard have been adjusted in "Reserves and Surplus". Bank's total deposits 
increased 39.6 per cent to Rs. 2,305.10 billion at year end fiscal 2007 from Rs. 
1,650.83 billion at year-end fiscal 2006. This is commensurate with focus of increased 
funding through deposits. Savings account deposits of the bank increased to Rs. 
288.38 billion at year-end fiscal 2007 from Rs. 209.37 billion at year-end fiscal 2006, 
while current liabilities increased to Rs. 213.76 billion at year-end fiscal 2007 from 
Rs. 165.73 billion at year- end fiscal 2006. Term deposits of ICICI bank registering a 
sharp rise of 41.3 per cent went up from Rs. 1,802.96 billion at year-end 2007 from 
Rs. 1,275.73 billion at year end 2006. 
Total deposits at year-end fiscal 2007 constituted 76.5 per cent of funding (i.e., 
deposit borrowings and subordinated debts). Borrowings (including subordinated 
debt) increased to Rs. 706.61 billion at year-end fiscal 2007 from Rs. 486.66 billion at 
year-end fiscal 2006 primarily due to increase in borrowings of foreign branches. The 
foregoing table sets forth, for the period indicated the summarized balance sheet of 
ICICI Bank for Rs. (in Billion). 
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The analysis of performance of ICICI bank has brought into light the leading 
role of the bank in the development of Indian economy as one of the largest banks. 
The second part of this chapter will now focus on the selected HRM policies and 
practices of ICICI bank. 
HRM Policies and Practices in ICICI Bsmk 
The ICICI bank is committed to become the Bank of choice by providing 
superior Proactive, innovative, state of the art banking services with an attitude of 
care and concern for the customers as Patrons. Similarly, the employees are treated in 
an exceptional style. ICICI Bank believes that its 33,321 employees are the greatest 
driver of its growth and development. During fiscal 2007, ICICI began a unique 
initiative' of industry academia partnership. They have collaborated with NUT to set 
up the Institute of Finance, banking & Insurance to provide skilled resources to the 
financial services industry at the entry level. They have worked with leading 
management institutes in the country on curriculum design, training of faculty and 
design of case studies and provided teaching aids. These initiatives are aimed at 
complementing the existing course structure and providing a deeper insight into 
contemporary issues of the fast developing financial services sector. Through this, 
they strive to build awareness and inculcate an appreciation of the work requirement 
in the financial services industry. They believe that this will go a long way in creating 
a readily available pool trained resources for the financial services sector. 
ICICI Bank's performance and aspiration arc underpinned by a strong 
organizational culture of dynamism, meritocracy, excellence in execution and high 
standards of professional integrity, which have helped it, become an industry leader. 
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The annual employee survey conducted this year facilitated employee engagement by 
giving employees a channel to share their views and opinions on various aspects of 
the organization culture. It also gave them insight into their alignment drives of task 
support and employee development. The inputs from this study and feedbacks 
received through other mediums of employee engagement have been a key 
contributor in bringing about an alignment of culture with changing trends. 
This leadership development program builds talent within the organization. 
The program attempts to help into the potential of employees and develop them into 
global leaders. The leadership development program has been developed in house 
with inputs from various experts. The Bank plans to use this program to develop 
thought leaders throughout the organization to participate in policy making, employee 
communications and perspective building. 
Management Quality 
The Management team is headed by the very visible and very influential KV 
Kamath. He has transformed ICICI from a corporate lending elephant to the fleet 
footed retail behemoth of today. He has a keen understanding of how to leverage 
technology to deliver his products and services efficiently. He has extremely long-
standing team with him, most of which has been in the organization for very long 
periods. 
The management has made disruptive changes in the market place on many 
occasions. They revolutionized ATM delivery by proliferating almost whole of 
landscape of India. ICICI Direct, the unique 3 in 1 account for stock trading is still 
one of the best integrated stock holding and trading platforms. They were the first to 
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retail pure gold under their brand name. ICICI bank credit cards were among the just 
to offer cash back and lifetime free facilities. The only negative that stands against the 
management's record is their frequent trips to the capital markets to raise cash. This 
will continue to be a concern with this bank. On the flip side, the opportunity is so 
huge that rapid expansion is may be a necessity for future growth. 
The man£^ement has also worked on their international foray by opening 
branches in several foreign countries. Bank is extremely optimistic of these branches 
eventually making a lot of money for the company because the back end of the bank 
and the technology rollout has been rooted in low cost India and the fees and 
commissions accrued will be that from the developed world. It is expected that 
eventually, ICICI Bank will succeed in carving a niche for itself in the developed 
world for offering similar banking services but at lower cost than international banks. 
This will take time but is likely to be an interesting spin-off of India's IT and ITES 
broom. 
Through focused advertising, ICICI bank has positioned itself as a preferred 
provider of retail loans, preferred venture capitalist, and arranger of external 
commercial borrowing for the Indian companies raising money abroad and preferred 
vehicle for funds transfer to India by ex-pats. The recent IPO scans did not have 
ICICI Bank mentioned at all. The bank's communication is crisp and clear and 
management vision and focus is very from the various communications and fittings. 
This is needed a top class management. 
ICICI Bank views its human capital as a key source of competitive advantage. 
Consequently the development and management of human capital is an essential 
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element of strategy and a key management activity. Human resources management in 
fiscal 2002 focused on smooth integration of the employees and human resource 
management systems in the context of the merger, as well as on continuous 
improvement of recruitment, training and performance management processes. The 
process of integration involved defining the organizational structure of the merged 
entity, people placement in various positions across the business and corporate 
groups, an integration of the grade and remuneration structure for the employees 
of the four entities. The organizational structure was announced in February 
2002 and became effective on May 3, 2002. The people placement process was 
based on appropriate competency profiling tools and matching employee profiles to 
job specifications. The grade integration process has also been successfully 
completed, using job evaluation techniques. 
Selection Procedure 
In their continuous endeavor to improve the selection process for requirement 
at all levels in ICICI Banks. They have carried out an in-depth study of the 
competencies required to succeed in ICICI Bank. As per their research, the 
competencies which indicated success at the entry level in ICICI Bank are: 
1. Drive for results; 
2. Process Orientation; 
3. Interpersonal effectiveness; 
4. Analytical Thinking; 
5. Innovation; and 
6. Team Effectiveness. 
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In order to assess the same, ICICI bank uses a set of 3 tools: namely, Mental 
Ability Tests (For candidates with 0-2 years of work experience), Personality 
Profiting System; and the Mental ability test you them a fair and objective 
assessment of candidate's skills in the areas of verbal reasoning, numerical reasoning 
and, diagrammatic reasoning. There are important skins for the role of an entry level 
manger and people who do well in these tests tend to do well in their jobs at ICICI 
Bank. The total time taken in this exercise is 2 hours with each of the three sections 
lasing 40 minutes. Candidates (at all levels regardless of the number of years of work 
experience) are also required to complete the Occupational Personality Questionnaire 
(OPQ) before they appear for the interview, the results of which are integrated into 
their interview process. 
Recruitment Procedure 
The recruitment process has been streamlined and a uniform 
recruitment policy an process implemented across the merged organization. 
Robust ability-testing and competency-profiling tools are being used to strengthen 
the campus recruitment process and match the profiles of employees to the needs of 
the organization. ICICI Bank continues to be a preferred employer at leading 
business schools and higher education institutions across the country, offering a wide 
range of career opportunities across the entire spectrum of financial services. In 
addition to campus recruitment, ICICI Bank also undertakes late recruitment to 
bring new skills, competencies and experience into the organization and meet 
the requirements of rapidly growing businesses. A Six Sigma initiative has 
been undertaken for the lateral recruitment process to improve capabilities in 
this area. 
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Appointment of Nominee Directors 
On the Board of Assisted Companies : Erstwhile ICICI limited (ICICI) had a 
policy of appointing nominees directors on the boards of certain borrower companies 
based on loan covenants with a view to enable monitoring of the operations of those 
companies. Subsequent to the merger, ICICI Bank continues to nominate directors 
on the board of assisted companies. Apart from the Bank's employees, experienced 
professionals from the banking government and other sectors are appointed as 
nominee directors. 
At March 31, 2006, ICICI Bank had 82 nominee directors of whom 53 are 
employees of the Bank, on the boards of 132 companies. The Bank had a nominee 
Director cell for maintaining records of nominee directorships. At March 31, 2008, 
ICICI Bank had 60 nominee Directors, of whom 39 were employees of the Bank, on 
the boards of 84 assisted companies. The Bank has a Nominee Director Cell for 
maintaining records of nominee directorships. 
Work Culture at ICICI Bank 
It is a tech-savvy, non-hierarchical work environment where early 
responsibility and independent decision-making enable each employee to reach 
him/her potential. Coupled with this is a strong performance management system that 
has built a meritocracy where high performing, high potential individuals are duly 
rewarded. 
Training and Development 
The ICICI Bank encourages cross-functional movement, enriching 
employees' knowledge and experience and giving them a holistic view of the 
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organization while ensuring that the bank leverages its human capital optimally. 
The rapidly changing business environment and the constant challenges it 
poses to organizations and businesses make it imperative to continuously enhance 
knowledge and skill sets across the organization. 
ICICI Bank also draws from the best available training programmes and 
faculty, both international and domestic, to meet its training and development needs 
and build globally bench marked skills and capabilities. ICICI Bank seeks to build 
in all its employees a total commitment towards exceptional standards of 
performance and productivity, adaptability to changing organizational needs and the 
demands of the business environment and a willingness to learn and acquire 
new capabilities. The Bank believes that it is imperative for industry in general and 
the financial services industry in particular, to invest in preparing industry-ready 
human talent to sustain its growth trajectory. During fiscal 2008, ICICI Bank 
launched the "Probationary Officer Programme." It was a first of its kind, nationwide 
initiative to provide a career opportunity to aspiring and bright graduates who would 
have otherwise been excluded from participating in the nation's growth. 
The ICICI Group collaborated with Manipal Universal Learning to create the 
ICICI Manipal Academy for Banking and Insurance to generate inclusive 
employment opportunities for capable, young graduates. It offers a fiilly paid one-year 
residential training programme to more than 800 graduates who have been selected 
from across India through a rigorous process. This one-year programme strives to 
increase efficiency and improve customer experience by enabling first day employee 
productivity through knowledge, skills and grooming inputs. It aims at integrating 
students into the ICICI Group ethos and work ethics. Attempting to bridge the skills 
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gap that exists in India and especially in the banking industry, the Bank launched the 
Branch Banking Academy, Wealth Management Academy and Sales Academy in 
fiscal 2008. These academies have been launched with the premise that banking skills 
can be created and extended to those who have the basic aptitude to learn. These job-
linked, skill-enhancement academies are aimed at increasing the speed to job. 
ICICI Bank has effectively deployed certified branch mans^ers and branch 
operations managers for all new branches within six months through the Branch 
Leadership Programme. ICICI bank training initiatives attempt to build relevant and 
standardized knowledge and skills that can be replicated and made accessible to 
distributed employee network easily. 
In fiscal year 2008, ICICI Bank pioneered game-based learning and simulation 
in banking. A branch banking simulator and several game-based modules were 
created to provide virtual environments for skills practice and enhance the quality of 
service delivery. In fiscal 2008, the Bank also explored mobile learning as a channel 
to provide performance support through instant learning. This channel, which is easily 
available to entire front line sales team, strives towards resolving all customer queries 
and facilitates flawless sales closure. 
The ICICI Bank was recognized in the global list of Top Companies for 
Leaders in 2007, according to a survey conducted by Hewitt Associates in partnership 
with the RBL group and Fortune magazine. In-house leadership development 
programme continues to build leadership talent within the organisation. 
Bank has continued to lay great emphasis on human resource, to make its 
employees attain high standards inefficiency and productivity. A number of initiatives 
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have been undertaken by the bank for changing the mindset of the employees, 
constantly upgrading their knowledge to ensure significant improvements in their 
performance, and to motivate / recognize /reward them suitably. In that direction the 
focus of HR Policy of the Bank has been to facilitate knowledge management, skill 
enhancement motivational strategies and cultural change to equip staff members for 
the ever changing competitive environment. 
Accordingly, the training system and infrastructure has been revamped and 
dovetailed with the business plan, branch expansion, and technology plan and 
business environment. During the year, various in-house training programmes aimed 
at upgrading knowledge and skill levels of employees were conducted at banks 
training colleges. A number of short duration capsule workshops are introduced, on 
vocational basis towards achieving this objective. The Bank has continued to lay great 
emphasis on human resource development, to make its employees attain global 
standards in productivity, thereby maximising value creation for its stakeholders. 
Accordingly, the staff of the Bank, numbering 1,344 as on March 31, 2000, 
has undergone significant training in a variety of training programmes at regular 
intervals during the year. As many as 878 employees attended training programmes 
during the year, both domestic and overseas, and the average training per person was 
37 hours, which compares favourably with international benchmarks. The employees 
form the backbone in all the initiatives undertaken by the Bank, which remains 
committed to constantly upgrading their skills through training to ensure constant 
improvements in performance. A performance bonus scheme provides wide ranging 
incentives to employees. 
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Bank has also initiated necessary steps to make all the employees computer 
literate by nominating them to various computer training programmes for the smooth 
migration of their branches to Core Banking Solution (CBS), numerous programmes 
for Roll-over Training and End User's Training were conducted for the staff members. 
Total number of staff members trained for CBS was 2068. 
Besides, a few specially designed in company training programmes were 
arranged at the outside institutions of repute like IIM Bangalore and Bankers 
Training College, Mumbai. In all, 24376 employees were imparted training at the 
bank's training colleges, colleges 10668 were recipients of vocational learning in 
Capsule workshops and another 432 has the benefit of attending the programmes 
conducted by outside institutions. Besides, 6 officers were deputed abroad for 
seminars and workshops. Bank has expanded Rs. 465.35 lakh towards training 
activities during the year. 
Recognizing motivational as an integral part of human resource 
development, bank celebrated its foundation day by suitably awarding a number of 
staff member's for upstanding programmes. Bank has also put in place an 
incentive scheme to recognize significant individual and team-efforts in achieving 
the bank's business goals. This initiative is expected to have beneficial 
demonstrative effect on others in enhancing their competencies. 
To encourage staff members to enrich their knowledge base, the Bank has 
introduced incentives to encourage participation in management courses computer 
courses, various diploma examinations conducted by the Indian institute of Banking 
and Finance, programmes for learning foreign language. National Certification in 
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Financial Market (NCFM) examination, Diploma in Training And Development and 
Certified Information Systems Auditor-Examination (USA). 
Banks house journal Taarangan received an award amongst bilingual house 
journal publications, by the Association of Business communicators of India, 
Mumbai. It also received the Best readability Award from Mayaram Suryan 
Foundation, Raipur, and Chhattisgarh. With the advent of technology, organizations 
all over the world are undergoing a startling transformation in all important aspects of 
functioning. A major initiative taken by the bank during the year is to mark the entire 
HR tech-sawy and technology driven. 
Employee Stock Option Scheme (ESOS) 
The Employees Stock Option Scheme provides for grant of equity shares of 
the Bank to whole time directors and employees of the Bank and its subsidiaries. The 
Scheme provides that employees are granted an option to acquire equity shares of the 
Bank that vests in a graded manner. The options may be exercised within a specified 
period. The Bank follows the intrinsic value method to account for its stock-based 
employee's compensation plans. Compensation cost is measured as the excess, if any, 
of the fair market price of the underlying stock over the exercise price on the grant 
date. The fair market price is the latest closing price, immediately prior to the date of 
the Board of Directors meeting in which the options are granted, on the stock 
exchange on which the shares of the Bank are listed. If the shares are listed on more 
than one stock exchange, then the stock exchange where there is highest trading 
volume on the said date is considered. Since the exercise price of the Bank's stock 
options are equal to fair market price on the grant date, there is no compensation cost 
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under the intrinsic value metiiod. 
The Finance Act, 2007 introduced Fringe Benefit Tax (FBT) on employee 
stock options. The FBT liability crystallises on the date of exercise of stock options 
by employees and is computed based on the difference between fair maricet value on 
date of vesting and the exercise price. FBT is recovered from employees as per the 
Scheme. 
In terms of the ESOS, as amended, the maximum number of options granted 
to any eligible employee in a fmancial year shall not exceed 0.05 per cent of the 
issued equity shares of the Bank at the time of grant of the options and aggregate of 
all such options granted to the eligible employees shall not exceed 5 per cent of the 
aggregate number of the issued equity shares of the Bank on the date(s) of the grant of 
options. Under the stock option scheme, options vest in a graded manner over a four-
year period, with 20 per cent, 20 per cent, 30 per cent and 30 per cent of grants 
vesting each year, commencing from the end of 12 months from the date of grant. The 
options can be exercised within 10 years from the date of grant or five years from the 
date of vesting, whichever is later. In terms of the Scheme, 15,638,152 options 
(March 31, 2007: 13,187,783 options) granted to eligible employees were outstanding 
at March 31, 2008. As per the scheme, the exercise price of ICICI Bank's options is 
the last closing price on the stock exchange, which recorded highest trading volume 
preceding the date of grant of options. Hence, there is no compensation cost in the 
year ended March 31, 2008 based on intrinsic value of options. 
Early Retirement Option (ERO) 
The bank has implemented an Early Retirement Option Scheme 2003 for its 
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employees in July 2003. All employees who had completed 40 years of age and seven 
years of service with the bank (including period of service with entities amalgamated 
with the bank) were eligible for the ERO. The ex-gratia payments under ERO, 
termination benefits and leave encashment in excess of the provision made (net of tax 
benefits), aggregating to Rs. 1910.0 million was amortized over a period of five years 
commencing August 1, 2003 (the date retirement of employees exercising the option 
being July 31, 2003). On account of the ERO Scheme, an amount of Rs. 384 million 
has been charged at the end of 31*' March, 2006. 
Leave Encashment 
The Bank provides for leave encashment benefit, which is a defined benefit 
scheme, based on actuarial valuation as at the balance sheet date conducted by an 
independent actuary. In respect of retirement benefits in the form of provident fund 
and other defined contribution schemes of other entities within the group, the 
contribution payable by the entity for the year is charged to the profit and loss account 
for that year. In respect of gratuity benefit and other benefit schemes, where the entity 
makes payments for retirement benefits out of its own funds, provisions are made in 
the profit and loss account based on actuarial valuation. 
Gratuity 
ICICI Bank pays gratuity to employees who retire or resign after a minimum 
period of five years of continuous service and in case of employees at overseas 
locations as per rules in force in the respective countries. ICICI Bank makes 
contributions to four separate gratuity funds, for employees inducted from erstwhile 
ICICI Limited (erstwhile ICICI), employees inducted from erstwhile Bank of Madura, 
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employees inducted from erstwhile The Sangli Bank Limited (erstwhile Sangli Bank) 
and employees of ICICI Bank other than employees inducted from erstwhile ICICI, 
erstwhile Bank of Madura and erstwhile Sangli Bank. Separate gratuity fijnds for 
employees inducted from erstwhile ICICI, erstwhile Bank of Madura and erstwhile 
Sangli Bank are managed by ICICI Prudential Life Insurance Company Limited. The 
gratuity fund for employees of ICICI Bank, other than employees inducted from 
erstwhile ICICI, erstwhile Bank of Madura and erstwhile Sangli Bank is administered 
by Life Insurance Corporation of India and ICICI Prudential Life Insurance Company 
Limited. Actuarial valuation of the gratuity liability for all the above funds is 
determined by an actuary appointed by the Bank. In accordance with the gratuity 
funds' rules, actuarial valuation of gratuity liability is calculated based on certain 
assumptions regarding rate of interest, salary growth, mortality and staff attrition as 
per the projected unit credit method. 
Provident Fund 
The ICICI Bank is statutorily required to maintain a provident fiind as a part of 
retirement benefits to its employees. There are separate provident funds for employees 
inducted from erstwhile Bank of Madura and erstwhile Sangli Bank (other than those 
employees who have opted for pension), and for other employees of ICICI Bank. In-
house trustees manage these funds. Each employee contributes 12.0 per cent of his or 
her basic salary (10.0 per cent for certain staff of erstwhile Bank of Madura and 
erstwhile Sangli Bank) and ICICI Bank contributes an equal amount to the funds. The 
funds are invested according to rules prescribed by the Government of India. 
Superannuation Fund 
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The ICICI Bank contributes 15.0 per cent of the total annual basic salary of 
each employee to a superannuation fund for ICICI Bank employees. The employee 
gets an option on retirement or resignation to commute one-third of the total credit 
balance in his/her account and receive a monthly pension based on the remaining 
balance. In the event of death of an employee, his or her beneficiary receives the 
remaining accumulated balance. The Bank also gives cash option to its employees, 
allowing them to receive the amount contributed by the Bank in their monthly salary 
during their employment. 
Up to March 31, 2005, the superannuation fund was administered solely by 
Life Insurance Corporation of India. Subsequent to March 31, 2005, the fiind is being 
administered by both Life Insurance Corporation of India and ICICI Prudential Life 
Insurance Company Limited. Employees had the option to retain the existing balance 
with Life Insurance Corporation of India or seek a transfer to ICICI Prudential Life 
Insurance Company Limited. 
Pension 
The ICICI Bank provides for pension, a deferred retirement plan covering 
certain employees of erstwhile Bank of Madura and certain employees of erstwhile 
Sangli Bank Limited. The plan provides for a pension payment on a monthly basis to 
these employees on their retirement based on the respective employee's salary and 
years of employment with the Bank. For erstwhile Bank of Madura and erstwhile 
Sangli Bank employees in service, separate pension funds are managed in-house and 
the liability is totally funded as per the valuation arrived by the actuary. The pension 
payments to retired employees of erstwhile Bank of Madura and erstwhile Sangli 
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Bank are being administered by ICICI Prudential Life Insurance Company Limited, 
for whom the Bank has purchased master annuity policies. Employees covered by the 
pension plan are not eligible for benefits under the provident fund plan, a defined 
contribution plan. Reconciliation of opening and closing balance of the present value 
of the defined benefit obligation for pension benefits is given below: 
Table 4 3 : Pension Benefits to Employees 
Particulars 
Opening obligations 
Add: Addition due to amalgamation 
Service cost 
Interest cost 
Actuarial (gain)/loss 
Liabilities extinguished on settlement 
Benefits paid 
Obligations at end of year 
in ICICI Bank during 2007- 08 
(Rupees in millions) 
March 31,2008 
1,029.4 
1,807.4 
54.0 
230.7 
(172.3) 
(1,071.0) 
(200.1) 
1,678.1 
March 31,2007 
1,038.5 
— 
6.7 
78.0 
(28.2) 
(2.3) 
(63.3) 
1,029.4 
Source: Annual Reports, ICICI Bank 
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CONCLUSION 
In fine, it may be safely deducted that ICICI Bank is India's largest private 
sector bank and second largest overall. The Bank offers a wide range of banking 
products and financial services to corporate and retail customers through a variety of 
delivery channels and through its specialized subsidiaries and affiliates in the area of 
investment banking, life and non life insurance, venture capital and asset 
management. The Bank's equity shares are listed on Indian and New York Stock 
Exchanges. The bank is expanding its overseas markets and has the largest 
international balance sheet among Indian banks. The international banking was set up 
in 2002 to implement a focused strategy for the overseas market. The bank now has 
wholly owned subsidiaries, branches and representative offices in 18 countries 
including an offshore unit in Mumbai. The list of its achievement and expansion is 
infinite. Moreover, the HRM policies and practices of ICICI bank are also quite 
appreciable. The study of HRM policies and practices of ICICI bank will remain 
incomplete until the perception of different categories of employees towards the 
effectiveness of the HRM policies and practices in the Bank is not studied. The next 
chapter thus makes the study more interesting and meaningful with the help of an 
attitude survey of managerial and non-managerial employees of ICICI bank towards 
the HRM policies and practices in the bank. 
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CHAPTER V 
HRM POLICIES AND PRACTICES IN ICICI BANK: 
AN EMPIRICAL PRESENTATION 
In the preceding chapter it was observed that ICICI Bank is India's largest 
private sector bank and second largest bank in the country, with total consolidated 
assets of about $121 billion as on March 31, 2008. It offers a wide range of banking 
products and financial services to corporate and retail customers through a variety of 
delivery channels and through its specialized subsidiaries and affiliates in the area of 
investment banking, life and non life insurance, venture capital and asset 
management. The bank is expanding its overseas markets and has the largest 
international balance sheet among Indian banks. In the present chapter an attempt 
would be made to study the attitude of employees of the sampled branches of ICICI 
bank situated in Delhi, Uttar Pradesh and Uttrakhand States towards HRM Policies 
and Practices of the bank. 
ICICI Bank's human resource policy has been closely aligned to its corporate 
vision of becoming one of the world's best bankers. Its HR vision was formulated 
with the aim of "enabling the employees to become a family of committed world class 
professionals thus making the bank a learning organization. The bank identified 
competency, commitment, culture and system as the four pillars of its human resource 
strategy. In relation to its human resource management, the bank's corporate plan 
stated that it aimed to "create a culture of team work, empowerment and responsibility 
to convert knowledge into productive action with speed, creativity and flexibility" and 
thereby gain a knowledge-based competitive edge. Human resource planning at ICICI 
is undertaken in accordance with organizational objectives and in line with its 
organizational culture. The ICICI bank successfully built a culture that combined 
freedom with responsibility. This showed in the scores the company got in various 
workplace surveys and was also reflected in the overall performance of the company. 
The ICICI bank also contributed to raising the efficiency levels in the Indian banking 
sector as a whole. 
Attitude surveys are a valuable way of involving employees by seeking their 
views on matters that concern them. They provide information on the preferences of 
employees, give warning on potential problem areas, diagnose the cause of particular 
problems, and compare levels of job satisfaction, commitment and morale in different 
parts of the organization. The present thesis makes an empirical study to examine the 
perceptions of bank employees regarding HRM policies and practices and to see as to 
what extent the pertinent challenges in the HRM process are being resolved and as to 
what extent the prevailing claims for HRM are empirically true. 
The field investigation is based on a sample of 397 respondents chosen from 
amongst the managerial and non-managerial employees of sampled branches. Forty 
managerial level and 357 non- managerial employees have been selected to ascertain 
their reactions towards selected HRM issues and to locate problems. The analysis is 
based mainly on the responses received from them. The data set out in Table Nos. 5.2 
to 5.45 reveal the attitude of managerial and non-managerial employees of ICICI bank 
towards HRM policies and practices. But before that it would be worthwhile to have a 
look at the general profile of both categories of employees. 
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The Table 5.1 shows the personal characteristics of respondents of sampled 
branches, namely, their gender, age group, marital status, years of service in bank and 
educational qualifications: 
Table 5.1 
General Information about Managerial and Non-managerial Respondents of 
ICICIBank 
Gender 
Male 
Female 
Total 
Managerial Personnel 
Number of 
Respondents 
28 
12 
40 
Percentage 
to Total 
70 
30 
100 
Non-managerial Personnel 
Number of 
Respondents 
250 
107 
357 
Percentage 
to Total 
70 
30 
100 
Age Group 
20-25 
26-30 
31-35 
36-40 
41-45 
46-50 
51 and above 
Total 
Managerial Personnel 
Number of 
Respondents 
4 
8 
6 
14 
6 
2 
-
40 
Percentage 
to Total 
10 
20 
15 
35 
15 
5 
-
100 
Non-managerial Personnel 
Number of 
Respondents 
89 
75 
37 
71 
67 
18 
-
357 
Percentage 
to Total 
25 
21 
10 
20 
19 
5 
-
100 
Marital 
Status 
Married 
Unmarried 
Total 
Managerial Personnel 
Number of 
Respondents 
32 
8 
40 
Percentage to 
Total 
80 
20 
100 
Non-managerial Personnel 
Number 
of Respondents 
214 
143 
357 
Percentage 
to Total 
60 
40 
100 
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Years of 
Service in Bank 
0-1 
1-4 
4-8 
8-12 
Above 12 
Total 
Managerial Personnel 
Number of 
Respondents 
4 
14 
8 
2 
12 
40 
Percentage to 
Total 
10 
35 
20 
5 
30 
100 
Non-managerial Personnel 
Number of 
Respondents 
21 
96 
136 
68 
36 
357 
Percentage 
to Total 
6 
27 
38 
19 
10 
100 
Level of Education 
High School 
Intermediate 
Graduate 
Post Graduate 
Total 
Managerial Personnel 
Number of 
Respondents 
-
-
6 
34 
40 
Percentage to 
Total 
-
-
15 
85 
100 
Non-managerial Personnel 
Number of 
Respondents 
-
-
253 
104 
357 
Percentage 
to Total 
-
-
71 
29 
100 
Source: Questionnaire 
The above table shows the general characteristics of the respondents of 
selected branches of ICICI bank. It was just by chance that70 per cent of the total 
respondents (managerial and non-managerial) were males. Largest percentage of 
managerial staff i.e. 35 per cent fall in the age group of 36-40 years while in case of 
non-managerial respondents, the largest number was falling in the age group of 20-25 
years. The percentage of married people was high in the category of managerial group 
(80 per cent). In the non-managerial category, only 60 per cent respondents were 
married. Regarding length of service in the bank, it was found highest i.e. 35 per cent 
for managerial staff in the range of 1-4 years. Highest percentage of non-managerial 
respondents was 38 per cent serving between the range of 4-8 years. Eighty five per 
cent of managerial respondents were Post- graduate as compared to 29 per cent in 
non-managerial category. 
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Presentation of Primary Data 
After analyzing the general information about the respondents, an attempt has 
been made in the following pages to present a detailed picture of respondents' views 
towards HRM policies and practices in ICICI bank. For the purpose, 38 statements 
have been prepared for studying the perception of managerial and non-managerial 
employees towards the selective HRM policies of ICICI bank: 
Table 5.2 
Statement: The top irn 
important resource and 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
magement believes that human resources are 
they have to be treated humanely 
Managerial 
(N=40) 
Number of 
Respondents 
18 
12 
06 
04 
-
40 
Percentage 
to Total 
45 
30 
15 
10 
-
100 
an extremely 
Non-Managerial 
(N=357) 
Number of 
Respondents 
125 
71 
125 
29 
7 
357 
Percentage 
of Total 
35.0 
19.9 
35.0 
8.1 
2.0 
100 
Fig. 5.1 
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Table 5.3 
Statement: All appointments in this bank are based on merit rather than on 
favouritism 
Agreeabillty 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
28 
10 
02 
-
-
40 
Percentage 
to Total 
70 
25 
05 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
196 
72 
54 
21 
14 
357 
Percentage 
of Total 
54.9 
20.2 
15.1 
5.9 
3.9 
100 
Fig. 5.2 
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Table 5.4 
Statement: The bank invests a considerable part of its reseurces to ensure the 
development of the employees 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
22 
12 
02 
02 
02 
40 
Percentage 
to Total 
55 
30 
05 
05 
05 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
171 
82 
68 
25 
11 
357 
Percentage 
of Total 
47.9 
23.0 
19.0 
7.0 
3.1 
100 
Fig. 5.3 
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Table 5.5 
Statement: The bank prefers to select those who may have more organizational 
commitment 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
24 
10 
04 
01 
01 
40 
Percentage 
to Total 
0 
25 
10 
25 
25 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
161 
75 
57 
46 
18 
357 
Percentage 
of Total 
45.1 
21.0 
16.0 
12.9 
5.0 
100 
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Table 5.6 
Statement: Senior officers/ executives in the bank take active interest in their juniors 
and help them learn their jobs 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
12 
6 
1 
1 
40 
Percentage 
to Total 
50 
30 
15 
2.5 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
125 
82 
129 
14 
7 
357 
Percentage 
of Total 
35.0 
23.0 
36.1 
3.9 
2.0 
100 
Fig. 5.5 
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Table 5.7 
Statement: People lacking competence in doing their jobs are helped to acquire 
competence rather than being left unattended 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
19 
12 
06 
02 
01 
40 
Percentage 
to Total 
47.5 
30.0 
15.0 
5.0 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
132 
75 
103 
29 
18 
357 
Percentage 
of Total 
37.0 
21.0 
28.9 
8.1 
5.0 
100 
Fig. 5.6 
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Table 5.8 
Statement: Seniors guide their juniors and prepare them for future responsibilities / 
roles they are likely to take up 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Manag 
(N=4 
Number of 
Respondents 
20 
12 
4 
2 
2 
40 
erial 
Percentage 
to Total 
50 
30 
10 
5 
5 
100 
Non-managerial 
(N=357) 
Nmnber of 
Respondents 
150 
82 
68 
36 
21 
357 
Percentage 
of Total 
42.0 
23.0 
19.0 
10.1 
5.9 
100 
Fig. 5.7 
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Table 5.9 
Statement: Managers ii 
and people can be deve 
Agreeabiiity 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
1 this bank believe that emplo> 
oped at any state of their life 
Managerial 
(N=40) 
Number of 
Respondents 
21 
11 
06 
02 
-
40 
Percentage 
to Total 
52.5 
27.5 
15.0 
5.0 
-
100 
fees' behavior can be changed 
Non-managerial 
(N=357) 
Number of 
Respondents 
156 
77 
95 
18 
11 
357 
Percentage 
of Total 
43.7 
21.6 
26.6 
5.0 
3.1 
100 
Fig. 5.8 
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Table 5.10 
Statement: The psychological climate in this bank is very conducive for any 
employee interested in developing himself by acquiring new knowledge and skills 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Manag 
(N=4 
Number of 
Respondents 
24 
14 
02 
-
-
40 
erial 
Percentage 
to Total 
60 
35 
05 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
184 
105 
43 
14 
11 
357 
Percentage 
of Total 
51.5 
29.4 
12.0 
3.9 
3.1 
100 
Fig.5.9 
70 
60 
50 
40 
m 30 
20 
10 
S 
strongly Agree Agree Neutral Disagree Strongly 
Disagree 
I Managerial • Non-managerial 
185 
Table 5.11 
Statement: Employees in this bank are very infonnal and do not hesitate to discuss 
their personal problems with their superiors 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
25 
12 
03 
-
-
40 
Percentage 
to Total 
62.5 
30.0 
7.5 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
173 
79 
70 
21 
14 
357 
Percentage 
of Total 
48.5 
22.1 
19.6 
6.0 
4.0 
100 
Fig. 5.10 
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Table 5.12 
Statement: Employees are not afraid to express or discuss their feelings with their 
supervisors 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
18 
16 
4 
1 
1 
40 
Percentage 
to Total 
45 
40 
10 
2.5 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
137 
103 
71 
32 
14 
357 
Percentage 
of Total 
38.4 
28.9 
19.9 
9.0 
3.9 
100 
Fig. 5.11 
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Table 5.13 
Statement: Employees are not afraid to express or discuss their feelings with their sub 
ordinates 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
16 
14 
5 
3 
2 
40 
Percentage 
to Total 
40 
35 
12.5 
7.5 
5.0 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
112 
91 
79 
50 
25 
357 
Percentage 
of Total 
31.4 
25.5 
22.1 
14.0 
7.0 
100 
Fig. 5.12 
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Table 5.14 
Statement: Employees are encouraged to experiment with new methods and try their 
creative ideas 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
24 
10 
5 
1 
-
40 
Percentage 
to Total 
60 
25 
12.5 
2.5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
162 
59 
91 
27 
18 
357 
Percentage 
of Total 
45.4 
16.5 
25.5 
7.6 
5.0 
100 
Fig. 5.13 
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Table 5.15 
Statement: When an employee does g 
appreciate it 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
ood work his 
Managerial 
(N=40) 
Number of 
Respondents 
18 
12 
6 
2 
2 
40 
Percentage 
to Total 
45 
30 
15 
5 
5 
100 
officers take special care to 
Non-managerial 
(N=357) 
Number of 
Respondents 
127 
91 
102 
27 
11 
357 
Percentage 
of Total 
35.6 
25.5 
28.6 
7.6 
2.8 
100 
Fig. 5.14 
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Table 5.16 
Statement: When any employee makes a mistake 
imderstanding and help him learn from such mistakes 
discouraging him 
his superiors treat it with 
rather than pimishing him or 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
10 
5 
2 
3 
40 
Percentage 
to Total 
50 
25 
12.5 
5.0 
7.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
152 
66 
80 
27 
32 
357 
Percentage 
of Total 
42.3 
18.8 
28.6 
7.6 
2.8 
100 
Fig. 5.15 
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Table 5.17 
Statement: Employees are encouraged to take initiative and do things on their own 
without having to wait for instructions from superiors 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
19 
12 
4 
2 
3 
40 
Percentage 
to Total 
47.5 
30.0 
10.0 
5.0 
7.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
137 
77 
73 
34 
36 
357 
Percentage 
of Total 
38.4 
21.6 
20.4 
9.5 
10.1 
100 
Fig. 5.16 
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Table 5.18 
Statement: Delegation of authority to encoiirage juniors to develop handling higher 
responsibilities is quite common in this bank 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
22 
10 
6 
2 
-
40 
Percentage 
to Total 
55 
25 
15 
5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
159 
66 
5 
30 
7 
357 
Percentage 
of Total 
44.5 
18.5 
26.6 
8.4 
2.0 
100 
Fig. 5.17 
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Table 5.19 
Statement: When senior delegate authority to juniors, juniors use it as an opportunity 
for development 
Agreeabillty 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
12 
8 
-
-
40 
Percentage 
to Total 
50 
30 
20 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
148 
80 
66 
38 
25 
357 
Percentage 
of Total 
41.5 
22.4 
18.5 
10.6 
7.0 
100 
Fig. 5.18 
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Table 5.20 
Statement: Employees in this bank take pains to get the feedback about their strengths 
and weaknesses from their superiors or colleagues 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
10 
4 
2 
4 
40 
Percentage 
to Total 
50 
25 
10 
5 
10 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
134 
70 
89 
39 
25 
357 
Percentage 
of Total 
37.5 
19.6 
24.9 
11.0 
7,0 
100 
Fig. 5.19 
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Statement: Employees 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Table 5.21 
in this bank are largely satisfied with the retirement benefits 
Managerial 
(N=40) 
Number of 
Respondents 
16 
14 
6 
2 
2 
40 
Percentage 
to Total 
40 
35 
15 
5 
5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
114 
154 
64 
18 
7 
357 
Percentage 
of Total 
31.9 
43.1 
17.9 
5.0 
2.0 
100 
Fig. 5.20 
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Table 5.22 
Statement: When behaviour feedback is 
use it for development 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
given to employees they take it 
Managerial 
(N=40) 
Number of 
Respondents 
18 
12 
5 
3 
2 
40 
Percentage 
to Total 
45 
30 
12.5 
7.5 
5.0 
100 
seriously and 
Non-managerial 
(N=357) 
Number of 
Respondents 
119 
77 
102 
34 
25 
357 
Percentage 
of Total 
33.3 
21.6 
28.6 
9.5 
7.0 
100 
Fig. 5.21 
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Table 5.23 
Statement: The bank makes a genuine effort to keep people employed even under 
adverse business conditions 
Agreeability 
• 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
14 
14 
10 
2 
-
40 
Percentage 
to Total 
35 
35 
25 
5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
107 
12 
93 
21 
7 
357 
Percentage 
of Total 
30.0 
36.1 
26.1 
5.9 
2.0 
100 
Fig. 5.22 
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Table 5.24 
Statement: The Bank tries to provide fair pay to all categories of employees 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
14 
14 
12 
-
-
40 
Percentage 
to Total 
35 
35 
30 
-
-
100 
Non-managerial 
(N=357) 
Nmnber of 
Respondents 
112 
134 
5 
9 
7 
357 
Percentage 
of Total 
31.4 
38.1 
26.6 
2.2 
1.7 
100 
Fig. 5.23 
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Table 5.25 
Statement: Fringe benefits are looked at as a worthwhile corporate instrument of 
HRM in the bank 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
16 
12 
10 
1 
1 
40 
Percentage 
to Total 
40 
30 
25 
2.5 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
105 
80 
109 
45 
18 
357 
Percentage 
of Total 
29.4 
22.4 
30.5 
12.6 
5.0 
100 
Fig. 5.24 
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Table 5.26 
Statement: Employees' compensation is competitive in the bank 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
24 
12 
2 
2 
-
40 
Percentage 
to Total 
60 
30 
5 
5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
188 
80 
48 
25 
16 
357 
Percentage 
of Total 
52.7 
22.4 
13.4 
7.0 
4.5 
100 
Fig. 5.25 
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Table 5.27 
Statement: Male and female employees are truly treated equally in the matters of 
promotion and career development 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
28 
12 
-
-
-
40 
Percentage 
to Total 
70 
30 
-
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
216 
80 
45 
9 
7 
357 
Percentage 
of Total 
60.5 
22.4 
12.6 
2.5 
2.0 
100 
Fig. 5.26 
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Table 5.28 
Statement: Employees are completely satisfied with the transparency, objectivity and 
performance base of the promotion poHcy of the bank 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
16 
2 
2 
-
40 
Percentage 
to Total 
50 
40 
5 
5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
152 
123 
52 
23 
7 
357 
Percentage 
of Total 
42.6 
34.5 
14.6 
6.4 
2.0 
100 
Fig. 5.27 
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Table 5.29 
Statement: Personnel policies in this bank facilitate employee development 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
24 
12 
4 
-
-
40 
Percentage 
to Total 
60 
30 
10 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
137 
116 
54 
29 
21 
357 
Percentage 
of Total 
38.4 
32.5 
15.1 
8.1 
5.9 
100 
Fig. 5.28 
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Table 5.30 
Statement: This bank ensures employee welfare to such an extent that employees can 
save a lot of their mental energy for work purposes 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
22 
14 
2 
2 
-
40 
Percentage 
to Total 
55 
35 
5 
5 
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
152 
94 
57 
29 
25 
357 
Percentage 
of Total 
42.6 
26.3 
16.0 
8.1 
7.0 
100 
Fig. 5.29 
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Table 5.31 
Statement: This bank spends enough money on health-related matters of the 
employees 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
24 
12 
2 
1 
1 
40 
Percentage 
to Total 
60 
30 
5 
2.5 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
105 
95 
66 
62 
29 
357 
Percentage 
of Total 
29.4 
26.6 
18.5 
17.4 
8.1 
100 
Fig. 5.30 
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Table 5.32 
Statement: Management of ICICI bank encourages employees' suggestions 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
16 
14 
6 
2 
2 
40 
Percentage 
to Total 
40 
35 
15 
5 
5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
134 
84 
68 
41 
30 
357 
Percentage 
of Total 
37.5 
23.5 
19.0 
11.5 
8.4 
100 
Fig. 5.31 
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Table 5.33 
Statement: Performance appraisal is done regularly in the bank on the basis of 
objective assessment and adequate information 
Agreeabllity 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
18 
12 
5 
3 
2 
40 
Percentage 
to Total 
45 
30 
12.5 
7.5 
5.0 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
191 
84 
45 
23 
14 
357 
Percentage 
of Total 
53.5 
23.5 
12.6 
6.4 
3.9 
100 
Fig. 5.32 
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Table 5.34 
Statement: The Bank cares about the overall satisfaction of employees at work 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
10 
40 
2 
4 
40 
Percentage 
to Total 
50 
25 
10 
5 
10 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
166 
i l l 
40 
29 
11 
357 
Percentage 
of Total 
46.5 
31.1 
11.2 
8.1 
3.1 
100 
Fig. 5.33 
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Table 5.35 
Statement: Job rotation facilitates employees' development in the bank 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
16 
13 
5 
5 
1 
40 
Percentage 
to Total 
40 
32.5 
12.5 
12.5 
2.5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
188 
80 
41 
34 
14 
357 
Percentage 
of Total 
52.7 
22.4 
11.5 
9.5 
3.9 
100 
Fig. 5.34 
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Table 5.36 
Statement: When employees are sponsored for training, they take it seriously and use 
it for development 
Agreeabllity 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Manag 
(N=4 
Number of 
Respondents 
18 
12 
5 
3 
2 
40 
erial 
10) 
Percentage 
to Total 
45 
30 
12.5 
7.5 
5.0 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
116 
152 
46 
32 
11 
357 
Percentage 
of Total 
32.5 
42.6 
12.9 
9.0 
3.1 
100 
Fig. 5.35 
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Table 5.37 
Statement: Employees returning from training programmes are given opportunities to 
try out what they have learnt 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
18 
11 
6 
3 
2 
40 
Percentage 
to Total 
45 
27.5 
15 
7.5 
5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
139 
107 
75 
29 
7 
357 
Percentage 
of Total 
38.9 
30.0 
21.0 
8.1 
2.0 
100 
Fig.5.36 
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Table 5.38 
Statement: Employees are sponsored for training on the basis of genuine training 
needs 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
20 
12 
8 
-
-
40 
Percentage 
to Total 
50 
30 
20 
-
-
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
152 
84 
73 
30 
18 
357 
Percentage 
of Total 
42.6 
23.5 
20.4 
8.4 
5.0 
100 
Fig.5.37 
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Table 5.39 
Statement: The banks future plans are made known to managerial staff to help them 
develop their juniors and prepare them for future 
Agreeability 
Strongly Agree 
Agree 
Neutral 
Disagree 
Strongly Disagree 
Total 
Managerial 
(N=40) 
Number of 
Respondents 
16 
14 
6 
2 
2 
40 
Percentage 
to Total 
40 
35 
15 
5 
5 
100 
Non-managerial 
(N=357) 
Number of 
Respondents 
116 
102 
84 
37 
18 
357 
Percentage 
of Total 
32.5 
28.6 
23.5 
10.4 
5.0 
100 
Fig. 5.38 
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Analysis from Primat7 Data 
In order to draw important conclusions from the data collected through 
questionnaire, in the following pages an analysis has been done to present the views 
of managerial and non-managerial respondents towards different HR issues and give 
suggestions in the light of findings of the study: 
Analysis of Table 5.2 
The issue of treating employees humanly is an important aspect of HRM 
policy. Data set out in table 5.2 reveal that 45 per cent of the managerial and 35 per 
cent of the non-managerial respondents strongly agreed that the top management 
believes that human resources are extremely important and they have to be treated 
humanely. Thirty per cent of the managerial and 19.9 per cent of the non-managerial 
respondents agreed with it. Fifteen per cent and 35 per cent of the managerial and 
non- managerial respondents respectively; were neutral i.e. they said nothing. 10 per 
cent of the managerial and 8.1 non-managerial respondents disagreed. However, none 
of the managerial respondents strongly disagreed with it while 2 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 5.3 
In order to ensure whether ICICI bank has a well defined recruitment policy 
another question was asked whether the appointments in this bank are based on merit, 
it was found that 70 per cent of the managerial respondents and 54.9 per cent of the 
non-managerial respondents strongly agreed that all appointments in this bank are 
based on merit rather than on favouritism. Twenty five per cent of the managerial and 
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20.2 per cent of the non-managerial respondents agreed with it. Five per cent of the 
managerial and 15.1 per cent of the non-managerial respondents were neutral. It is 
good to report that none of the managerial respondents neither disagreed nor strongly 
disagreed with it. But 5.9 per cent of the non-managerial respondents disagreed while 
3.9 per cent strongly disagreed with it. 
Analysis of Table 5.4 
Data exhibited in Table 5.4 reveal that 55 per cent of the managerial and 47.9 
per cent of the non- managerial respondents strongly agreed that the bank invests a 
considerable part of its resources to ensure the development of the employees. Thirty 
per cent of the managerial and 23 per cent of the non-managerial respondents agreed 
with it. Nineteen per cent of the non-managerial and 5 per cent of the managerial 
respondents were neutral. They had no opinion to give. Five per cent of the 
managerial and 7 per cent of the non- managerial respondents disagreed with it while 
5 per cent of the managerial and 3.1 per cent of the non- managerial respondents 
strongly disagreed with it. 
Analysis of Table 5.5 
Data on enquiry about organizational commitment has been shown in Table 
5.5. It was found that none of the managerial respondents strongly agreed that the 
bank prefers to select those who may have more organizational commitment but 45.1 
per cent of the non-managerial respondents strongly agreed with it. Twenty five per 
cent of the managerial and 21 per cent of the non-managerial respondents agreed with 
it. Ten per cent of the managerial and 16 per cent of the non- managerial respondents 
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said nothing i.e. they were neutral. However 25 per cent of the managerial and 12.9 
per cent of the non-managerial respondents disagreed with it. It was observed that 25 
per cent of the managerial and 5 per cent of the non-managerial respondents strongly 
disagreed with it. 
Analysis of Table 5.6 
Role of senior officer in sound HRM policies and practices can never be under 
estimated. Table 5.6 shows that half i.e. 50 per cent of the managerial and 35 per cent 
of the non-managerial respondents strongly agreed that the senior officers/executives 
in the bank take active interest in their juniors and help them learn their jobs. Thirty 
per cent and 23 per cent of the managerial and non-managerial respondents 
respectively agreed with it while 15 per cent of the managerial and 36.1 per cent of 
the non-managerial respondents did not opine. Of the total 2.5 per cent of the 
managerial and 3.9 per cent of the non-managerial respondents disagreed with it. 
Interestingly, only 2.5 per cent of the managerial and 2 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.7 
It is noted from data set out in Table 5.7 that out of all respondents 
interviewed, 47.5 per cent of the managerial and 37 per cent of the non-managerial 
respondents strongly agreed that people lacking competence in doing their jobs are 
helped to acquire competence rather than being left unattended. Thirty per cent of 
managerial and 21 per cent of non-managerial respondents respectively agreed with it. 
However 15 per cent of the managerial and 28.9 per cent of the non-managerial 
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respondents were neutral. Five per cent of the managerial and 8.1 of the non-
managerial respondents disagreed with it. It was noticed that only 2.5 of the 
managerial and 5 per cent of the non-managerial respondents strongly disagreed with 
it. 
Analysis of Table 5.8 
Analysis of data set out in Table 5.8 reveal that 50 per cent of the managerial 
and 42 per cent of the non- managerial respondents strongly agreed that seniors guide 
their juniors and prepare them for fiiture responsibilities/roles they are likely to take 
up. Thirty per cent in the category of managerial and 23 per cent among non-
managerial respondents agreed with it. Ten per cent of the managerial and 19 per cent 
of the non-managerial respondents were neutral. Five per cent of the managerial and 
10.1 of the non-managerial respondents disagreed with it while percentage of those 
respondents who strongly disagreed with it was just 5 per cent in case of managerial 
staff and 5.9 per cent in case of non- managerial category. 
Analysis of Table 5.9 
It is observed from data presented in Table 5.9 that more than half of the 
respondents i.e. 52.5 per cent of the managerial and 43.7 per cent of the non-
managerial respondents strongly agreed that managers in this bank believe that 
employees' behavior can be changed and people can be developed at any state of their 
life. It came to light that 27.5 per cent of the managerial and 21.6 per cent of the non-
managerial respondents agreed with it. Fifteen per cent of the managerial and 26.6 per 
cent of the non-managerial respondents were with no opinion. Five per cent of 
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respondents in both categories i.e. managerial and non-managerial disagreed with it. 
Interestingly, none of the managerial respondents strongly disagreed with it while 3.1 
per cent of the non-managerial respondents strongly disagreed with it. 
Analysis of Table 5.10 
It is clear from the data shown in Table 5.10 that more than half of the total 
respondents i.e. 60 per cent of the managerial respondents and 51.5 per cent of the 
non-managerial respondents strongly agreed that the psychological climate in this 
bank is very conducive for any employee interested in developing himself by 
acquiring new knowledge and skill. Thirty five per cent of managerial and 29.4 per 
cent non-managerial respondents agreed with it. Only 5 per cent of the managerial and 
12 per cent of the non-managerial respondents were neutral. Interestingly, none of the 
managerial respondents neither disagreed nor strongly disagreed with it while 3.9 per 
cent of the managerial and 3.1 per cent of the non-managerial respondents 
respectively disagreed and strongly disagreed with it. 
Analysis of Table 5.11 
Data set out in Table 5.11 reveal that 62.5 per cent of the managerial and 48.5 
per cent of the non- managerial respondents strongly agreed that the employees in 
ICICI bank were very informal and did not hesitate to discuss their personal problems 
with their superiors. Thirty per cent of the managerial and 22.1 per cent of the non-
managerial respondents agreed with it. But 7.5 per cent of the managerial and 19.6 per 
cent of the non-managerial respondents said nothing. None of the managerial 
respondents disagreed with it while 6 per cent of the non-managerial respondents 
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disagreed with it. In the same way, none of the managerial respondents strongly 
disagreed with it while 4 per cent of the non-managerial respondents strongly 
disagreed with it. 
Analysis of Table 5.12 
A cursory glance over data set out in Table 5.12 reveals that 45 per cent of the 
managerial and 38.4 per cent of the non-managerial respondents strongly agreed that 
employees were not afraid to express or their feelings with their supervisors. Forty per 
cent and 28.9 per cent of the managerial and non-mjmagerial respondents respectively 
agreed with it. Ten per cent of the managerial and 19.9 per cent of the non-managerial 
respondents were with no opinion i.e. they were neutral. But 2.5 per cent of the 
managerial and 9 per cent of the non-managerial respondents disagreed with it. It was 
noticed that 2.5 per cent of the managerial and 3.9 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.13 
Analysis of data from Table 5.13 indicates that 40 per cent of the managerial 
and 31.4 per cent of the non-managerial respondents strongly agreed that employees 
were not afi^id to express or discuss their feelings with their sub ordinates. 35 per 
cent and 25.5 per cent of the managerial respondents and non-managerial respectively 
agreed with it. 12.5 per cent of the managerial 22.1 per cent of the non-managerial 
respondents were with no opinion. Apart from this, 7.5 per cent of the managerial 
disagreed with it and in case of non-managerial respondents 14 per cent disagreed 
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with it. However, 5 per cent of the managerial and 7 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.14 
A close look at Table 5.14 brings to light that 60 per cent of the managerial 
and 45.4 per cent of the non-managerial respondents strongly agreed that employees 
were encouraged to experiment with new methods and try out creative ideas. Besides, 
25 per cent of the managerial and 16.5 percent of non-managerial respondents agreed 
with it. But surprisingly, 12.5 per cent of the managerial and 25.5 per cent of the non-
managerial respondents were neutral. Only 2.5 per cent of the non-managerial 
respondents disagreed with it while 7.6 percent non-managerial respondents disagreed 
with it. Interestingly, none of the managerial respondents strongly disagreed with it 
but in the case of non-managerial respondents 5 per cent strongly disagreed with it. 
Analysis of Table 5.15 
Data set out in Table 5.15 clearly indicate that 45 per cent of the managerial 
and 35.6 per cent of the non-managerial respondents strongly agreed that when an 
employee does good work, his officers take special care to appreciate it. Thirty per 
cent of the managerial and 25.5 per cent non-managerial respondents respectively 
agreed with it. In addition, 15 per cent of the managerial and 28.6 per cent of the non-
managerial respondents were neutral. Five per cent of the managerial and 7.6 per cent 
of the non-managerial respondents disagreed with it. Five per cent of the managerial 
and 2.8 per cent of the non-managerial respondents strongly disagreed with it. 
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Analysis of Table 5.16 
It is noted from Table 5.16 that 40 per cent of the managerial and 42.3 per cent 
of the non-managerial respondents strongly agreed that when any employee makes a 
mistake, his superiors treat it with understanding and help him learn from such 
mistakes rather than punishing him or discouraging him. 25 per cent of the managerial 
and 18.8 per cent of the non-managerial respondents only agreed with it while 12.5 
per cent and 28.6 per cent of the respondents respectively were neutral and did not 
express their opinion. At the same time, 5 per cent of the managerial and 7.6 per cent 
non-managerial respondents disagreed with it. However, 7.5 per cent of the 
managerial and 2.8 per cent of the non-managerial respondents strongly disagreed 
with it. 
Analysis of Table 5.17 
Data set out in table 5.17 point out from that 47.5 per cent of the managerial 
and 38.4 per cent of the non-managerial respondents strongly agreed that employees 
were encourages in taking initiative and doing things on their own without having to 
wait for instructions from their superiors. Those who agreed with it were 30 per cent 
of managerial and 21.6 per cent of non-managerial respondents. Ten per cent of the 
managerial and 20.4 per cent of the non-managerial respondents said nothing. Five 
per cent of the managerial and 9.5 per cent of the non-managerial respondents 
disagreed with it while the percentage of the respondents who strongly disagreed with 
it were 7.5 per cent of the managerial and 10.1 per cent non managerial employees. 
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Analysis of Table 5.18 
A perusal of table 5.18 reveals that more than half of the respondents i.e. 55 
per cent of the managerial and 44.5 per cent of the non-managerial respondents 
strongly agreed that delegation of authority to encourage juniors to develop handling 
higher responsibilities is quite common in this bank. 25 per cent of the managerial and 
18.5 per cent of the non-managerial respondents agreed with it. Fifteen per cent of the 
managerial and 26.6 per cent of the non-managerial respondents were with no 
opinion. Five per cent of the managerial and 8.4 per cent of the non-managerial 
respondents disagreed with it. Interestingly, none of the managerial respondents 
strongly disagreed with it while 2 per cent of the non-managerial respondents strongly 
disagreed with it. 
Analysis of Table 5.19 
Table 5.19 clearly shows that 50 per cent of the managerial and 41.5 per cent 
of the non-managerial respondents strongly agreed that when senior delegate authority 
to juniors, juniors use it as an opportunity for development. Thirty per cent of the 
managerial and 22.4 per cent of the non-managerial respondents agreed with it. 
Twenty per cent of the managerial and 18.5 per cent of the non-managerial 
respondents were neutral. None of the managerial respondents disagreed with it while 
10.6 per cent of the non-managerial respondents disagreed with it. In the same way, 
none of the managerial respondents strongly disagreed with it while 7 per cent of the 
non-managerial respondents strongly disagreed with it. 
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Analysis of Table 5.20 
Data set out in Table 5.20 brings to light that 50 per cent of the managerial and 
37.5 per cent of the non-managerial respondents strongly agreed that employees in 
this bank take pains to get the feedback about their strengths and weaknesses from 
their superiors or colleagues. But 25 per cent and 19.6 per cent of managerial and 
non-managerial respondents respectively agreed with it. However 10 per cent of the 
managerial and 24.9 per cent of the non-managerial respondents were neutral. Five 
per cent of the managerial and 11 per cent of the non-managerial respondents 
disagreed with it. Thus, only 10 per cent of the managerial and 7 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 5.21 
From Table 5.21 it is analyzed that 40 per cent of the managerial and 31.9 per 
cent of the non-managerial respondents strongly agreed that the employees in this 
bank are strongly satisfied with the retirement benefits. Thirty five per cent of the 
managerial and 43.1 per cent of the non-managerial respondents agreed with it. 15 per 
cent of the managerial and 17.9 per cent of the non-managerial respondents said 
nothing. Surprisingly, 5 per cent of both categories i.e. managerial respondents and 
non-managerial respondents disagreed with it. However, 5 per cent of the managerial 
and only 2 per cent of the non-managerial respondents strongly disagreed with it. 
Analysis of Table 5.22 
A close look at Table 5.22 reveals that 45 per cent of the managerial 
respondents and 33.3 per cent of the non-managerial respondents strongly agreed that 
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when behaviour feedback is given to employees they take it seriously and use it for 
development. Thirty per cent and 21.6 per cent of managerial and non-managerial 
respondents respectively agreed with it. However, 12.5 per cent of the managerial and 
28.6 per cent of the non-managerial respondents were neutral. But 7.5 per cent of the 
managerial and 9.5 per cent of the non-managerial respondents disagreed with it. It 
was seen that only 5 per cent of the managerial and 7 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.23 
Data presented in Table 5.23 indicate that 35 per cent of the managerial and 30 
per cent of the non-managerial respondents strongly agreed that the bank makes a 
genuine effort to keep people employed even under adverse business conditions, 35 
per cent of the managerial and 36.1 per cent of the non-managerial respondents agreed 
with it. Surprisingly, 25 per cent of the managerial and 26.1 per cent of the non-
managerial respondents said nothing. Five per cent of the managerial and 5.9 per cent 
of the non-managerial respondents disagreed with it. Quite interestingly, none of the 
managerial respondents strongly disagreed with it while only 2 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 5.24 
Data on a very pertinent question i.e. whether the bank provides fair pay to all 
categories of employees was also sought. It was found that 35 per cent of the 
managerial and 31.4 per cent of the non-managerial respondents strongly agreed that 
The Bank tries to provide fair pay to all categories of employees. Thirty five per cent 
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of the managerial and 38.1 per cent of the non-managerial respondents agreed with it. 
But 30 per cent of the managerial and 26.6 per cent of the non-managerial 
respondents said nothing. None of the managerial respondents disagreed with it while 
2.2 per cent of the non-managerial respondents disagreed with it. In the same way, 
none of the managerial respondents strongly disagreed with it but only 1.7 per cent of 
the non-managerial respondents strongly disagreed with it. 
Anafysis of Table S.2S 
Another important issue of HRM practices in ICICI Bank was the availability 
of fringe benefits. Table 5.25 shows that 40 per cent of the managerial and 29.4 per 
cent of the non-managerial respondents strongly agreed that fringe benefits are looked 
at as a worthwhile corporate instrument of HRM in the bank. Apart from this, 30 per 
cent of the managerial and 22.4 per cent non-managerial respondents agreed with it. 
But 25 per cent of the managerial and 30.5 per cent of the non-managerial 
respondents were with of no opinion i.e. they were neutral. Only 2.5 per cent of the 
managerial and 12.6 per cent of the non-managerial respondents disagreed with it. It 
was also found that 2.5 per cent of the managerial and 5 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 5.26 
Data shown in Table 5.26 reveal that more than half of the total respondents 
i.e. 60 per cent of the managerial and 52.7 per cent of the non-managerial respondents 
strongly agreed that employees' compensation is competitive in the bank Thirty per 
cent of the managerial and 22.4 per cent of the non-managerial respondents agreed 
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with it. Five per cent of the managerial and 13.4 per cent of the non-managerial 
respondents were with no opinion. 5 per cent of managerial and 7 per cent non-
managerial respondents disagreed with it. Interestingly, none of the managerial 
respondents strongly disagreed with it while 4.5 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.27 
From Table 5.27, it is observed that 70 per cent of the managerial and 60.5 per 
cent of the non-managerial respondents strongly agreed that male and female 
employees are treated equally in the matters of promotion and career development. 
Thirty per cent of the managerial and 22.4 per cent of the non-managerial respondents 
agreed with it. None of the managerial respondents disagreed nor strongly disagreed 
with it while 12.6 per cent of the non-managerial respondents said nothing, 2.5 per 
cent of the non-managerial respondents disagreed with it and 2 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 5.28 
Table 5.28 presents the issue relating to promotion. It was noted that 50 per 
cent of the managerial and 42.6 per cent of the non-managerial respondents strongly 
agreed that they are completely satisfied with the transparency, objectivity and 
performance base of the promotion policy of the bank. Forty per cent of the 
managerial and 34.5 per cent of the non-managerial respondents agreed with it. Five 
per cent of the managerial and 14.6 per cent of the non-managerial respondents were 
with no opinion. Five per cent of the managerial and 6.4 per cent non-managerial 
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respondents disagreed with it. Interestingly, none of the managerial respondents 
strongly disagreed with it while 2 per cent of the non-managerial respondents strongly 
disagreed with it. 
Analysis of Table 5.29 
Personnel policies have their own significance in the management of HR. Data 
set out in Table 5.29 clearly show that 60 per cent and 38.4 per cent of the managerial 
and non-managerial respondents respectively strongly agreed that personnel policies 
in this bank facilitate employee development. It was found that 30 per cent of the 
managerial and 32.5 per cent of the non-managerial respondents agreed with it. Ten 
per cent of the managerial and 15.1 per cent of the non-managerial respondents were 
neutral. It is good that none of the managerial respondents neither disagreed with it 
nor strongly disagreed with it. However, 8.1 per cent of the non-managerial 
respondents disagreed with it and 5.9 per cent of the managerial respondents strongly 
disagreed. 
Analysis of Table 5.30 
Welfare of employees has always been accorded priority in ICICI bank. Data 
mentioned in Table 5.30 reveals that 55 five per cent of the managerial and 42.6 per 
cent of the non-managerial respondents strongly agreed that this bank ensures 
employee's welfare to such an extent that employees can save a lot of their mental 
energy for work purposes. 35 per cent of the managerial and 26.3 per cent of the non-
managerial respondents agreed with it. Five per cent of the managerial and 16 per cent 
of the non-managerial respondents said nothing. Five per cent of the managerial and 
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8.1 per cent of the non-managerial respondents disagreed with it. None of the 
managerial respondents strongly disagreed with it while 7 per cent of the non-
managerial respondents strongly disagreed with it. 
Analysis of Table 531 
Analysis of Table 5.31 leads to the conclusion that 60 per cent of the 
managerial and 29.4 per cent of the non-managerial respondents strongly agreed that 
this bank spends enough money on health-related matters of the employees. Thirty per 
cent and 26.6 per cent of the managerial and non-managerial respondents respectively 
agreed with it. Five per cent of the managerial respondents and 18.5 per cent of the 
non-managerial expressed no opinion. Only 2.5 per cent of the managerial and 17.4 
per cent of the non-managerial respondents disagreed with it. It was also seen that 2.5 
per cent of the managerial and 8.1 per cent of the non-managerial respondents 
strongly disagreed with it. 
Analysis of Table 5.32 
It is clear from Table 5.32 that 40 per cent of the managerial and 37.5 per cent 
of the non-managerial respondents strongly agreed that the management of ICICI 
bank encourages employees' suggestions while 35 per cent of the managerial and 23.5 
per cent of the non-managerial respondents agreed with it. Nineteen per cent of the 
non-managerial and 15 per cent of the managerial respondents were neutral. Five per 
cent of the managerial and 11.5 per cent of the non-managerial respondents disagreed 
with it. It was also noted that 5 per cent of the managerial and 8.4 per cent of the non-
managerial respondents strongly disagreed with it. 
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Analysis of Table 5.33 
Table 5.33 presents that 45 per cent of the managerial and 53.5 per cent of the 
non-managerial respondents strongly agreed that performance appraisal is done 
regularly in the bank on the basis of objective assessment and adequate information. 
Thirty per cent of the managerial and 23.5 per cent of the non-managerial respondents 
agreed with it. It was observed that 12.5 per cent and 12.6 per cent of the managerial 
and non-managerial respondents respectively were neutral. Only 7.5 per cent of the 
managerial and 6.4 per cent of the non-managerial respondents disagreed with it. 
However, only 5 per cent of the managerial and 3.9 per cent of the non-managerial 
respondents strongly disagreed with it. 
Analysis of Table 5.34 
It is shown in Table 5.34 that 50 per cent of the managerial respondents and 
46.5 per cent of the non-managerial strongly agreed that the bank cares about the 
overall satisfaction of employees at work. Twenty five per cent of the managerial and 
31.1 per cent of the non-managerial respondents agreed with it. Ten per cent of the 
managerial and 11.2 per cent of the non-managerial respondents were with no 
opinion. Five per cent of the managerial and 8.1 per cent non-managerial respondents 
disagreed with it. However, 10 per cent of the managerial respondents strongly 
disagreed with it whereas only 3.1 per cent of the non-managerial respondents 
strongly disagreed with it. 
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Analysis of Table 5.35 
A close analysis of data set out in table 5.35 depicts that 40 per cent of the 
managerial and 52.7 per cent of the non-managerial respondents strongly agreed that 
job rotation facilitates employee development. But 32.5 per cent managerial and 22.4 
per cent non-managerial respondents agreed with it. However, 12.5 per cent of the 
manageriai and 11.5 per cent of the non-managerial respondents were neutral. In 
addition 12.5 per cent of the managerial and 9.5 per cent of the non-managerial 
respondents disagreed with it. Only 2.5 per cent of the managerial and 3.9 per cent of 
the non-managerial respondents strongly disagreed with it. 
Analysis of Table 536 
Training of staff is one of the keys to success of every organization. ICICI 
bank has made sufficient arrangement for training of its employees. Data set out in 
Table 5.36 indicates that 45 per cent of the managerial and 32.5 per cent of the non-
managerial respondents strongly agreed that when employees were sponsored for 
training, they took it seriously and used it for development. Besides, 30 per cent of the 
managerial and 42.6 per cent non-managerial respondents agreed with it respectively; 
while 12.5 per cent of the managerial and 12.9 per cent of the non-managerial 
respondents were of no opinion. Apart from this, 7.5 per cent of the managerial and 9 
per cent of the non-managerial respondents disagreed with it. Interestingly, only 5 per 
cent of the managerial and 3.1 per cent of the non-managerial respondents strongly 
disagreed with it. 
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Analysis of Table 5.37 
On another aspect of training, it was found that 45 five per cent of the 
managerial and 38.9 per cent of the non-managerial respondents strongly agreed that 
employees returning from training programmers' were given opportunities to try out 
what they have learnt. Of the total, 27.5 per cent of the managerial and 30 per cent 
non-managerial respondents agreed with it respectively; while 15 per cent of the 
managerial and 21 per cent of the non-managerial respondents were of no opinion. In 
addition, 7.5 per cent of the managerial and 8.1 per cent of the non-managerial 
respondents disagreed with it. Surprisingly, only 5 per cent of the managerial and 2 
per cent of the non-managerial respondents strongly disagreed with it. 
Analysis of Table 53S 
Data shown in Table 5.38 indicate that 50 per cent of the managerial and 42.6 
per cent non-managerial respondents strongly agreed that employees were sponsored 
for training on the basis of genuine training needs. Thirty per cent of the managerial 
and 23.5 per cent of the non-managerial respondents agreed with it. However, 20 per 
cent of the managerial and 20.4 per cent of the non-managerial respondents were 
neutral. It is good to note that none of the managerial respondents neither disagreed 
with it nor strongly disagreed. But 8.4 per cent of the non-managerial respondents 
disagreed with it and 5 per cent of the non-managerial respondents strongly disagreed 
with it. 
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Analysis of Table 5.39 
Lastly, the employees were asked about their participation/ involvement in 
management. It was noted that 40 per cent of the managerial and 32.5 per cent of the 
non-managerial respondents strongly agreed that the bank's future plans were made 
known to managerial staff to help develop their juniors and prepare them for future. 
Thirty five per cent of the managerial and 28.6 per cent of the non-managerial 
respondents agreed with it. 15 per cent of the managerial and 23.5 per cent of the non-
managerial respondents said nothing. Only 5 per cent of the managerial and 10.4 per 
cent of the non-managerial respondents disagreed with it. It is quite interesting that 5 
per cent of both the categories of respondents strongly disagreed with it. 
Application of Statistical Tools 
In order to test the hypotheses and draw more authentic results from the 
primary data collected from the managerial and non-managerial employees of 
sampled branches of ICICI bank, mean scores and standard deviations were 
calculated. The following data reveal the results from primary data relating to 
perceptions of employees of the bank: 
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Table 5.40 
Showing Perception of Managerial and Non-managerial Employees of ICICI 
Bank towards overall Effectiveness of HRM Policies and Practices 
s. 
No. 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. 
Statements 
The top management believes that human 
resources are an extremely important resource 
and they have to be treated humanely. 
All appointments in this bank are based on merit 
rather than on favouritism. 
The banlc invests a considerable part of its 
resources to ensure the development of the 
employees. 
The bank prefers to select those who may have 
more organizational commitment. 
Senior officers/ executives in the bank take 
active interest in their juniors and help them 
learn their jobs. 
People lacking competence in doing their jobs 
are helped to acquire competence rather than 
being left unattended. 
Seniors guide their juniors and prepare them for 
future responsibilities / roles they are likely to 
take up. 
Managers in this bank believe that employees' 
behavior can be changed and people can be 
developed at any state of their life. 
The psychological climate in this bank is very 
conducive for any employee interested in 
developing himself by acquiring new knowledge 
and skills. 
Employees in this bank are very informal and do 
not hesitate to discuss their personal problems 
with their superiors. 
Employees are not afraid to express or discuss 
their feelings with their supervisors. 
Employees are not afraid to express or discuss 
their feelings with their sub ordinates. 
Employees are encouraged to experiment with 
new methods and try their creative ideas. 
When an employee does good work his officers 
take special care to appreciate it. 
Managerial 
(N=40) 
Mean 
Score 
4.10 
4.65 
4.25 
4.38 
4.23 
4.15 
4.15 
4.28 
4.55 
4.55 
4.22 
3.97 
4.43 
4.05 
SD 
1.008 
.580 
1.104 
.952 
.974 
1.027 
1.122 
.905 
.597 
.639 
.920 
1.143 
.813 
1.131 
Non-managerial 
(N=357) 
Mean 
Score 
3.78 
4.16 
4.06 
3.88 
3.85 
3.77 
3.85 
3.98 
4.22 
4.05 
3.89 
3.60 
3.90 
3.83 
SD 
(a) 
1.075 
1.125 
1.108 
1.253 
1.013 
1.178 
1.235 
1.089 
1.011 
1.127 
1.134 
1.254 
1.208 
1.083 
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15. 
16. 
17. 
18. 
19. 
20. 
21. 
22. 
23. 
24. 
25. 
26. 
27. 
28. 
29. 
30. 
32. 
32. 
When any employee makes a mistake his 
superiors treat it with understanding and help 
him learn from such mistakes rather than 
punishing him or discouraging him. 
Employees are encouraged to take initiative and 
do things on their own without having to wait for 
instructions from superiors. 
Delegation of authority to encourage juniors to 
develop handling higher responsibilities is quite 
common in this bank. 
When senior delegate authority to juniors, 
juniors use it as an opportunity for development. 
Employees in this bank take pains to get the 
feedback about their strengths and weaknesses 
from their superiors or colleagues. 
Employees in this bank are largely satisfied with 
the retirement benefits. 
When behaviour feedback is given to employees 
they take it seriously and use it for development. 
The bank makes a genuine effort to keep people 
employed even under adverse business 
conditions. 
The Bank tries to provide fair pay to all 
categories of employees. 
Fringe benefits are looked at as a worthwhile 
corporate instrument of HRM in the bank. 
Employees' compensation is competitive in the 
bank. 
Male and female employees are truly treated 
equally in the matters of promotion and career 
development 
Employees are completely satisfied with the 
transparency, objectivity and performance base 
of the promotion policy of the bank 
Personnel policies in this bank facilitate 
employee development. 
This bank ensures employee welfare to such an 
extent that employees can save a lot of their 
mental energy for work purposes. 
This bank spends enough money on health-
related matters of the employees. 
Management of ICICI bank encourages 
employee suggestions. 
Performance appraisal is done regularly in the 
bank on the basis of objective assessment and 
adequate information. 
4.05 
4.05 
4.30 
4.30 
4.00 
4.00 
4.02 
4.00 
4.05 
4.03 
4.45 
4.70 
4.35 
4.50 
4.40 
4.43 
4.00 
4.02 
1.239 
1.218 
.911 
.791 
1.320 
1.109 
1.165 
.906 
.815 
1.000 
.815 
.464 
.802 
.679 
.810 
.903 
1.109 
1.165 
3.90 
3.69 
3.95 
3.81 
3.69 
3.98 
3.65 
3.86 
3.95 
3.59 
4.12 
4.37 
4.09 
3.89 
3.89 
3.52 
3.70 
4.16 
1.121 
1.335 
1.107 
1.274 
1.272 
.937 
1.229 
.978 
.906 
1.179 
1.155 
.935 
1.000 
1.176 
1.238 
1.295 
1.303 
1.118 
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33. 
34. 
35. 
36. 
37. 
38. 
The Bank cares about the overall satisfaction of 
employees at work. 
Job rotation facilitates employee development. 
When employees are sponsored for training, they 
take it seriously and use it for development. 
Employees returning from training programmes 
are given opportunities to try out what they have 
learnt. 
Employees are sponsored for training on the 
basis of genuine training needs. 
The banks fiiture plans are made known to 
managerial staff to help them develop their 
juniors and prepare them for future. 
Overall Satisfaction 
4.00 
3.95 
4.02 
4.00 
4.30 
4.00 
4.21 
1.320 
1.131 
1.165 
1.177 
.791 
1.109 
0.969 
4.10 
4.10 
3.92 
3.96 
3.90 
3.73 
3.90 
1.083 
1.170 
1.043 
1.050 
1.189 
1.166 
1.135 
Source: Computed by researcher through Questionnaire 
Note: Scoring Scale: Strongly Agree = 5; Agree = 4; Neutral = 3; Disagree=2; and Strongly Disagree=l 
As pointed out in methodology that all the respondents were required to give 
responses to each item on a 5-point scale. To make the analysis of data easier, the 
mean scores were converted into percentages through a simple Xx20 formula. The 
overall perception of managerial group falls in satisfactory range of scale. The overall 
mean values of managerial group are >4.00. However, it can be observed that the 
managers mean values are marginally higher than the non-managerial personnel in 
sample study organization. The table (5.40) reveals that the overall mean value of 
managerial personnel shows 4.21(84.2 per cent) which is marginally higher than the 
non-managerial personnel. The table also reveals that the highest mean value against 
the statement No.26 viz. male and female employees are truly treated equally in the 
matters of promotion and career development has been recorded at 4.70 (94 per cent). 
The lowest mean score against the statement No.34 viz. job rotation facilitates 
employee development has been recorded at 3.95(79 per cent).The satisfaction of 
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managers towards the effectiveness of various HRM policies are seen in the following 
order of mean scores of different issues viz. psychological climate of working is 
highly favourable with a mean score of 4.55(91 per cent) which is marginally higher 
than other dimensions of overall HRM policies, such as personnel policies, 
performance appraisal, employee training programmes and future plans which have 
been recorded with the mean score of 4.50(90 per cent), 4.02(80.4 per cent), 4.00(80 
per cent), and 4.00(80 per cent) respectively, in ICICI bank. 
From table 5.40 the important observation which comes to light is that the 
perception in relation to various dimensions of managerial personnel about personnel 
policies and performance appraisal is dominant over the training and development 
programme and evaluation dimensions. Thus, it is clear from the above analysis that 
overall managers' satisfaction towards the various dimensions of Human Resource 
Policies is satisfactory. 
The perception of non-managerial employees falls in the less satisfactory level 
group as compared to managerial personnel. Table 5.40 reveals that the overall mean 
value of non-managerial group shows 3.90(78 per cent) which is marginally lower 
than the managerial perception which was recorded as 4.21(84.2 per cent) as revealed 
from table 1 towards the overall effectiveness of various diminutions of HRM policies 
and practices in the sample study organization. The highest mean value against the 
statement No.26 viz. male and female employees are truly treated equally in the 
matters of promotion and career development has been recorded as 4.37(87.4 per 
cent).The lowest mean score has been recorded at 3.52(70.4 per cent) as against the 
statement No.30 viz. this bank spends enough money on health-related matters of the 
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employees. It is obvious from table that there are some statement which score 
percentage above 70 per cent, against the determination of HRM policies and 
practices with a mean score of 3.96(79.2 per cent).The perception of non-managerial 
group towards the HRM climate and personnel policy dimensions has been recorded 
as good to some extend with a mean score of 4.22(84.4 per cent) and 3.89(77.8 per 
cent) respectively. The table also reveals that the perception of non-managerial group 
towards various dimensions viz. performance appraisal system, training and 
development evaluation have mean scores of 4.19 and 3.96 respectively, it means they 
are not much satisfied with the training and development programme to overall 
effectiveness of HRM mechanism in the sampled branches of ICCI bank. 
However, it is seen from table that the mean values of managerial personnel are 
marginally higher than non-managerial personnel. These predominate managerial 
perception are very much accepted, keeping the nature of roles in view being played 
by them It is very clear that managerial group employees are the key factors in 
developing the favourable HRM climate and inducing the training and development 
climate. They therefore, would be expected to have more positive views about the 
systems than non-managers. 
Test of Hypothesis 
In order to pursue the objectives vis-a-vis actual facts prevailing in the ICICI 
Bank, the following hypotheses have been tested with use of appropriate statistical 
tools such as mean, standard deviation and T test for holding true or otherwise in 
light of the findings of the study: 
238 
Hi Merit has been the major basis of the recruitment and selection of 
managerial and non-managerial employees in the bank. 
H2 Training and development policies and practices for managerial and non-
managerial employees have largely been up to the mark as per requirement 
in the bank. 
H3 The performance appraisal of managerial and non-managerial employees in 
the bank has largely been done in an objective manner and on regular basis. 
H4 Managerial and non-managerial employees in the bank have largely been 
satisfied with the pay packages, excluding fringe benefits. 
Hs Managerial and non-managerial employees in the bank have largely been 
satisfied with the fringe benefits. 
He Promotion policy of the bank for managerial and non-managerial employees 
has not been fully transparent, objective and performance based. 
H7 Managerial and non-managerial employees in the bank have largely been 
satisfied with the retirement benefits. 
Hg Managerial and non-managerial employees of ICICI bank have equally been 
satisfied with the overall HRM policies and practices of the bank. 
It is found that first hypothesis has tested positive on the basis of results of 
Statement No.2 shown in Table 5.40 and Tables 5.41-5.45 (given as Annexure) 
that majority of the respondents agree with the statements that merit has been the 
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major basis of the recruitment and selection of managerial and non-managerial 
employees in the bank. The mean value is higher than the mean score i.e. 3 at five 
point scale. The mean score for managerial employees was 4.65 and that of non-
managerial employees was 4.16. The variation in the opinion is not significant at 
all. It was .580 and 1.125 respectively for managerial and non-managerial 
respondents. It clearly indicates a high degree of satisfaction towards recruitment 
practices of the bank. On this basis it is assumed that the recruitment in ICCIC 
bank is based on merit rather than favouritism. 
The second hypothesis is also proved correct. Training and development 
policies and practices for managerial and non-managerial employees have largely 
been up to the mark as per requirement in the bank. The Statement No.3 given in 
Table 5.40 and Tables 5.41-5.45 (given as Annexure) clearly indicates that the 
bank invests a considerable part of its resources to ensure the development of the 
employees. The employees' opinion is distributed more towards higher side i.e. 
strongly agree. The mean value is noted higher than the average standard score. It 
was 4.25 for managerial and 4.06 for non-managerial respondents. Statement No. 
35, 36 and 37 further justify this claim of ICICI bank. Besides, Standard 
Deviations of these statements are also not significant. The variation in the 
opinion on the basis of Statement No. 3 is 1.104 for managerial and 1.108 for 
non-managerial respondents. Thus it reveals that opinion of the respondents is 
equally distributed. Thus above analysis, leads to the conclusion that training and 
development policies and practices for managerial and non-managerial employees 
have largely been up to the mark as per requirement in ICICI bank. 
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Third hypothesis is entirely correct as disclosed by the findings of the 
study. The performance appraisal of managerial and non-managerial employees in the 
bank has largely been done in an objective manner and on regular basis. The majority 
of the respondents agreed with the same. Satisfaction among non-managerial 
respondents was higher as compared to managerial respondents. The mean value 
of the responses depicts that majority of the responses are lying towards higher 
side of the mean standard score at 5 -point scale. It was 4.02 for managerial and 
4.16 for non-managerial respondents. The Standard Deviation was noted 1.165 and 
1.118 respectively. It shows that opinion of the respondents is equally distributed. 
Thus, it can be concluded that they are satisfied with the performance appraisal 
techniques of the bank. 
The fourth hypothesis again tests positively on the basis of Statement No. 23 
and 25 given in above table, the bank not only tries to provide fair pay to all 
categories of employees but their compensation is competitive in the bank. It is 
further, noted from Table 5.40 that majority of the respondents are satisfied with 
the importance of adequate pay packages and other financial benefits of the 
employees excluding fringe benefits. The mean score is quite high than the 
average standard score at five point scale for managerial respondents i.e. 4.05 with 
variation of .815 and 3.95 with variation of .906 for non-managerial respondents. 
It shows that responses are distributed more towards higher side of the average 
standard score, which supports the opinion that they are satisfied with the pay 
packages and other financial benefits. 
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The fifth hypothesis i.e. managerial and non-managerial employees in the 
bank have largely been satisfied with the fringe benefits come out again true to a 
higher side for managerial personnel with mean score of 4.03 and variation of 
1.000. The same was just above average score of 3 on a 5- point scale i.e. 3.59 and 
standard deviation of 1.179 for non-managerial respondents. {See Statement 
No.24 given in Table: 5.40}. It is distributed more towards upper side of the 
average standard score, which supports the opinion that they are satisfied with the 
fringe benefits. 
The sixth hypothesis is not entirely correct as disclosed by the findings of 
the study. The majority of the respondents were completely satisfied with the 
transparency, objectivity and performance base of the promotion policy of the bank. 
The mean value is found on higher side of the average standard score i.e. 3 at 5 
point scale. Statement No. 27 shows that their opinion is distributed more towards 
strongly agreed side. The mean score for managerial personnel was 4.35 whereas it 
was 4.09 for non-managerial respondents. The standard deviation also supports the 
above opinion. The variation in the opinion was .802 and 1.000 respectively for 
both categories of respondents. It shows that opinion of the respondents is equally 
distributed. Thus, it can be concluded that the hypothesis promotion policy of the 
bank for managerial and non-managerial employees has not been fiilly transparent, 
objective and performance based is rejected. 
Seventh hypothesis of the study comes out true that managerial and non-
managerial employees in the bank have largely been satisfied with the retirement 
benefits. Statement No. 20 given in above table indicates that as far as respondents' 
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attitude towards retirement benefits in ICICI banic is concerned both the categories 
of respondents do agree with the statement. Mean score for managerial 
respondents has been 4.00 and non-manageriai respondents' average score was 
only 3.98. The variation was only 1.109 and .937 respectively for managerial as 
well as non-managerial personnel. The mean value and standard deviation thus 
also support the above opinion. There is no significant variation in the opinion of 
respondents over the issue. It concludes that employees are by and large satisfied 
with the retirement benefits provided by the bank. Hence this hypothesis tests 
positive. 
The eighth and last hypothesis i.e. managerial and non-managerial 
employees of ICICI bank have equally been satisfied with the overall HRM policies 
and practices of the bank tests negative. In all the 38 statements given in above 
table with exception of Statement No. 32, 33 and 34, the level of satisfaction has 
been high among managerial respondents. The mean score of almost all statements 
except 32, 33 and 33 has been higher than the average standard score i.e. 3 at five 
point scale. Even the average of all mean scores has been higher than non-
managerial respondents. This rejects the hypothesis that managerial and non-
managerial respondents are equally satisfied with the HRM policies and practices 
of the bank. 
Conclusion 
To sum up, there is no doubt that ICICI Bank believes in defining clear 
performance parameters for employees and empowering them to achieve their goals. 
This has helped to create a culture of high performance across the organization. ICICI 
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Bank also has a structured process of identifying and developing leadership potential. 
The focus on human resources management as a key organizational activity has 
resulted in the creation of an exceptional pool of talent, a performance -oriented 
organizational culture and has imparted agility and flexibility to the 
organization, enabling it to capitalize on opportunities and deliver value to its 
stakeholders. 
The results of the attitude of managerial as well as non-managerial employees 
towards HRM policies and practices of ICICI bank reveal that both the categories of 
employees of the bank express positive views. The rating with respect to most of the 
statements is skewed above the centre of 5- point, implying thereby that existing 
HRM climate in ICICI bank, to a large extent, is satisfactory. ICICI bank may be 
called a model employer in the present day set up of banking sector. However, there is 
still a fair scope for improving it as there has been an unequal degree of satisfaction in 
both categories of employees. Compared to managerial respondents, non-managerial 
respondents are less sanguine. 
After analyzing the perception of managerial and non-managerial respondents 
towards the effectiveness of HRM policies and practices in ICICI bank, now in the 
ensuing sixth and final chapter overall findings of the study with logical conclusions 
along with important suggestions would be presented to make the HRM climate in 
ICICI bank more ideal. 
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CHAPTER VI 
FINDINGS AND SUGGESTIONS 
CHAPTER VI 
FINDINGS AND SUGGESTIONS 
After dealing with the entire research project in different chapters, it is now 
the turn to present the summary and conclusions of the whole work. The present 
chapter, therefore, summarizes the whole thesis and brings to light a number of 
suggestions. It may be pointed out at the very outset that though on the basis of 
survey it has been concluded that HRM practices in ICICI bank are extremely 
unparallel in Indian banking sector, yet suggestions given on some issues if 
implemented in letter and spirit, will go a long way in improving significantly HRM 
practices not only in ICICI bank but in other banks also. 
Summary of Conclusions and Suggestions 
In the ultimate analysis, the efficiency of an organization depends primarily 
upon the people. Hence, proper human resource management (HRM) policies and 
framework is the key for the survival and success of any organization. This aspect 
assumes greater importance in the present context mainly because human resource is 
the deciding factor for the success of managing transformation. While it is true that 
only a dynamic, flexible and pragmatic approach could effectively solve the issues 
pertaining to people (because the resource is organic and complex), it is also true that 
it is possible to draw some useful guidelines based mainly on experience to deal with 
human-related aspects in an organization. It is to be pointed out that undoubtedly a 
number of general researches have been conducted on different aspects of HRM in 
commercial banks in India, but no specific work has been done till date to study the 
HRM policies and practices in ICICI bank. The present study has been conducted in a 
discovery mode to study the HRM Policies and Practices in Commercial Banks with 
special reference to ICICI bank. 
Presently, commercial banks are not merely lending and depositing 
institutions, they have become more than financial intermediaries undertaking all 
types of activities of the varied customers in order to show how useful are the banks 
in every walk of life. If the customer is an entrepreneur, the bank provides loans as a 
primary function, besides these the bank also supplies management advices through 
merchant banking system, gives project financing, renders loan syndication facility if 
it is a big venture, assure working capital finance, tax payment facility and other 
subsidiary facilities relating to day-to-day transactions in the business. If the customer 
is a salaried person or a senior citizen the facilities rendered by banks include special 
savings accounts, pension schemes and other subsidiary facilities like home loans, 
household services, credit and debit cards etc. They mobilize small household savings 
and lend them for productive purposes. Not only they gather and mobilize savings 
and employ them in different sectors as per priority but they also create money. 
ICICI Bank is the largest private bank in India and the second largest in the 
entire banking sector (consisting of banks belonging to both public and private 
sectors). Only State Bank of India (SBI), controlled entirely by the Government of 
India, has a bigger business than ICICI Bank. Now, the ICICI Bank is India's second-
largest bank with total assets of Rs. 3,744.10 billion (US$ 77 billion) at December 31, 
2008 and profit after tax Rs. 30.14 billion for the nine months ending December 31, 
2008. The Bank has a network of 1,419 branches and about 4,644 ATMs in India and 
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presence in 18 countries. ICICI Bank offers a wide range of banking products and 
financial services to corporate and retail customers through a variety of delivery 
channels and through its specialized subsidiaries and affiliates in the areas of 
investment banking, life and non-life insurance, venture capital and asset 
management. The Bank currently has subsidiaries in the United Kingdom, Russia and 
Canada, branches in United States, Singapore, Bahrain, Hong Kong, Sri Lanka, Qatar 
and Dubai, International Finance Centre and representative offices in United Arab 
Emirates, China, South Africa, Bangladesh, Thailand, Malaysia and Indonesia. Our 
UK subsidiary has established branches in Belgium and Germany. ICICI Bank's 
equity shares are listed in India on Bombay Stock Exchange and the National Stock 
Exchange of India Limited and its American Depositary Receipts (ADRs) are listed 
on the New York Stock Exchange (NYSE). 
India's top private sector lender, which has a market capitalization of $11.1 
billion, has lost 62 per cent of its market value so far this year as a resuU of its 
exposure overseas at a time of turmoil in the global financial system. ICICI Bank has 
the largest exposure among Indian banks to the global financial crisis and its shares 
have fallen by about 28 per cent since mid-September when Lehman Brothers 
collapsed yet HR policies, systems and processes are fully geared towards meeting 
the challenges of expansion taking place in the banking sector. 
As the Lehman shock reverberated around markets the world over, both 
Kamath and Kochhar repeatedly assured investors and depositors that ICICI was safe 
and well capitalized, and its share price has now recovered 68 per cent from its 
October low. The bank's bad loans have been rising, though, touching 1.91 per cent of 
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net advances in September from 1.43 per cent a year ago, it said while declaring its 
quarterly results. ICICI's share of deposits and loans in the Indian banking system had 
fallen to 6.5 per cent by September this year from 8.7 per cent in March 2007, with a 
large part of the fall in 2008, according to data from three brokerages polled by 
Reuters. The bank's shares were 0.6 per cent up at Rs. 474.15 at BSE. 
On the HR front, ICICI Bank is also one of the largest recruiters in India's 
private sector and inducts 15,000 people each year. With a headcount of 33321, the 
bank maintains a team of committed and contended employees. It believes that 
employees are the greatest driver of its growth and development. ICICI Bank's 
human resource policy has been closely aligned to its corporate vision of becoming 
one of the world's best bankers. Its HR vision was formulated with the aim of 
enabling the employees to become a family of committed world class professionals 
thus making the bank a learning organization. The bank identified competency, 
commitment, culture and system as the four pillars of its human resource strategy. In 
relation to its human resource management, the bank's corporate plan stated that it 
aimed to create a culture of team work, empowerment and responsibility to convert 
knowledge into productive action with speed, creativity and flexibility - and thereby 
gain a knowledge-based competitive edge. Human resource planning at ICICI is 
undertaken in accordance with organizational objectives and in line with its 
organizational culture. The ICICI bank successfully built a culture that combined 
freedom with responsibility. This showed in the scores the company got in various 
workplace surveys and was also reflected in the overall performance of the company. 
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The ICICI bank also contributed to raising the efficiency levels in the Indian banking 
sector as a whole. 
Attitude surveys provide information on the preferences of employees, give 
warning on potential problem areas, diagnose the cause of particular problems, and 
compare levels of job satisfaction, commitment and morale in different parts of the 
organization. The present thesis makes an empirical study to examine the perceptions 
of bank employees regarding HRM policies and practices and to see as to what extent 
the pertinent challenges in the HRM process are being resolved and as to what extent 
the prevailing claims for HRM are empirically true. The field investigation is based 
on a sample of 397 respondents chosen from amongst the managerial and non-
managerial employees of sampled branches. Forty managerial level and 357 non-
managerial level employees have been selected to ascertain their reactions towards 
selected HRM issues and to locate problems. The analysis is based mainly on the 
responses received from them. 
General characteristics of the respondents of selected branches of ICICI bank 
reveal that it was just by chance that70 per cent of the total respondents (managerial 
and non-managerial) were males. Largest percentage of managerial staff i.e. 35 per 
cent fell in the age group of 36-40 years. However in case of non-managerial 
respondents; the largest number was falling in the age group of 20-25 years. The 
percentage of married people was high in the category of managerial group (80 per 
cent). In the non-managerial category only 60 per cent respondents were married. 
Regarding length of service in the bank, it was found highest i.e. 35 per cent for 
managerial staff in the range of 1-4 years. Highest percentage of non-managerial 
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respondents was 38 per cent serving between the range of 4-8 years. Eighty five per 
cent of managerial respondents were post- graduate as compared to 29 per cent in 
non-managerial category. 
After analyzing the general information about the respondents now an attempt 
has been made in the following pages to present a detailed picture of respondents' 
views towards HRM policies and practices in ICICI bank on the basis of 38 
statements framed for the purpose of study of perception of managerial and non-
managerial employees towards the selective HRM policies of ICICI bank. As pointed 
out in methodology that all the respondents were required to give responses to each 
item on a 5-point scale. To make the analysis of data easier, the mean scores were 
converted into percentages through a simple Xx20 formula. The overall perception of 
managerial group falls in satisfactory range of scale. The overall mean values of 
managerial group are >4.00. However, it can be observed that the managers mean 
values are marginally higher than the non-managerial personnel in sample study 
organization. The table (5.40) reveals that the overall mean value of managerial 
personnel shows 4.21(84.2 per cent) which is marginally higher than the non-
managerial personnel. The table also reveals that the highest mean value against the 
statement no.26 viz. male and female employees are truly treated equally in matters 
of promotion and career development has been recorded at 4.70 (94 per cent). The 
lowest mean score against the statement no.34, viz. job rotation facilitates employee 
development has been recorded at 3.95(79 per cent). 
The satisfaction of managers towards the effectiveness of various HRM 
policies are seen in the following order of mean scores of different issues viz. 
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psychological climate of working is highly favourable with a mean score of 4.55(91 
per cent) which is marginally higher than other dimensions of overall HRM policies, 
such as, personnel policies, performance appraisal, employee training programmes 
and future plans which has been recorded with the mean score of 4.50(90 per cent), 
4.02(80.4 per cent), 4.00(80 per cent), and 4.00(80 per cent) respectively, in ICICI 
bank. Tlie important observation which comes to light is that perception in relation to 
various dimensions of managerial personnel about personnel policies and 
performance appraisal is dominant over the training and development programme and 
evaluation dimensions. Thus it is clear from the above analysis that overall managers' 
satisfaction towards the various dimensions of Human Resource Policies is 
satisfactory. 
The perception of non-managerial employees falls in the less satisfactory level 
group as compared to managerial personnel. The overall mean value of non-
managerial group shows 3.90(78 per cent) which is marginally lower than the 
managerial perception which was recorded as 4.21(84.2 per cent) towards the overall 
effectiveness of various diminutions of HRM policies and practices in ICICI bank. 
The highest mean value against the statement no.26 viz. male and female employees 
are truly treated equally in the matters of promotion and career development has been 
recorded as 4.37(87.4 per cent).The lowest mean score has been recorded at 3.52(70.4 
per cent) as against the statement No.30 viz. this bank spends enough money on 
health-related matters of the employees. It is obvious from table that there are some 
statement which score percentage above 70 per cent, against the determination of 
HRM policies and practices with a mean score of 3.96(79.2 per cent).The perception 
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of non-managerial group towards the HRM climate and personnel policy dimensions 
has been recorded as good to some extent with a mean score of 4.22(84.4 per cent) 
and 3.89(77.8 per cent) respectively. The table also reveals that the perception of non-
managerial group towards various dimensions viz. performance appraisal system, 
training and development evaluation have mean score of 4.19 and 3.96 respectively, it 
means they are not much satisfied with the training and development programme to 
overall effectiveness of HRM mechanism in the sample study organization. 
The empirical assessment brought into light that the mean values of 
managerial respondents are marginally higher than non-managerial respondents. 
These predominate managerial perception are very much accepted, keeping the nature 
of roles being played by them. It is very clear that managerial group employees, are 
the key factors in developing the favourable HRM climate and inducing the training 
and development climate, they therefore, would be expected to have more positive 
views about the systems than non-managers. 
Suggestions and Recommendations 
As observed through opinion poll, HRM climate is extremely superb in ICICI 
bank. But the degree of satisfaction differed from managerial to non-managerial 
employees. In order to further boost the morale and develop a highest degree of 
satisfaction among managerial employees and also to bring more cheers and remove 
the feeling of discrimination from amongst non-managerial employees and of course 
on the basis of issues of HRM policies and practices which in the perception of 
managerial and non-managerial personnel of ICICI Bank have not been properly 
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attended. On the basis of aforementioned findings, it has been suggested that the 
ICICI bank should take following corrective measures: 
The recruitment practice of the ICICI bank is appreciated from the majority 
side. The bank gives priority for internal competitors before looking out from 
outside. Due to influx of Management Institutes in all comers of the country; campus 
recruitment drive is accorded priority and, as such no specific recommendation is 
required to improve the recruitment procedure these days. Only, manpower planning 
and development are the very crucial activities, which need great emphasis especially 
given that the bank suffers from high rate of labour turnover. 
Most of the respondents evaluated the selection process as fair. Managers 
said that they are usually involved in the selection process of staff who works for/with 
them. Besides, majority agrees that the bank selects what it affords, the right person 
for the right job. Very few employees hold an opinion that the bank is overambitious 
in its selection practice. However, unlike the modem approach, the fact that the bank 
does not make reference checks and background investigation of the applicants may 
have a damaging aftermath. 
The division responsible for carrying out job analysis and design, devising job 
description and specifications made it clear that it has never revised the existing job 
descriptions since the bank engineered its operations. On the other hand, most of the 
respondents believe that their job is not analyzed and designed properly. Besides, 
there are some respondents, although small in number, who said that they don't have 
a job description at all. It is good that most of the job descriptions given are stated in 
an understandable language though not all found it easy to comprehend. All of the 
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participants have expressed their desire to see some change being done to their job. 
The banic should prepare a job description to all job holders. The job analysis and 
design should also be revised periodically. Some innovations such as job rotation, 
job enrichment, and job enlargement need to be introduced. 
On compensation front, all the respondents are fully satisfied with a minor 
degree of difference. It is due to the fact that in today's world, the success and failure 
of any enterprise is in its people. And the manner, in which this all-important resource 
has been treated in any governmental enterprise, has been most unfortunate. In this 
competitive maiicet where private enterprises are crazily scouting for talent and going 
all out evolving new pay structures and innovative compensation policies, policy 
makers have illogically made government institutions stick to their age-old policies of 
manpower planning and compensation management. On account of compensation, a 
recent survey by the salary tracking firm Pay Scale revealed that the median salary in 
India for the private sector is Rs.5, 65,214, while that for government owned entities 
is Rs.2, 45,745. With that kind of a differential, it is extremely challenging for 
government enterprises to attract and retain talent. And that is the very reason that 
hordes of talented people have been leaving government enterprises and moving 
towards greener pastures, making the enterprises unproductive, uncompetitive and 
redundant in most cases. In fact, it is incredible that the Managing Directors and 
Chairmen of Public Sector Banks draw salaries that are less than what many of the 
entry-level managers get in private sector banks. Worse is the case with scientific 
institutions, which are of strategic importance - like ISRO and DRDO - where 
research scientists are leaving and joining competing firms across the globe, not only 
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making Indian organisations totally inefficient, but also posing a threat to the internal 
security of the nation. It is indeed shocking to learn that these scientists earn less than 
what an entry-level call centre employee earns nowadays. Similarly, the huge deficit 
of Commissioned Officers in the Indian Army is because the salary a Commissioned 
Officer gets is no match to what his compatriots get in the private sector. 
Another important area is training and re-training which costs less than 
retrenchment. The training system has to be ready to train when called for any change 
and be able to bring attitudinal change in the employee reorientation. Without simply 
confining to skill development, the curriculum has to include an all-round 
development strategy in accordance with the organizational goals, motivational and 
behavioral training, team building exercises etc. Instead of making training a ritual for 
statistical purpose, trainers have to adopt professionalism to inculcate interest in 
trainees and inspire them with the modem techniques avoiding slumber lectures. The 
Indian Banks Association (IBA) may launch Distance Learning programmes for 
bankers through professional bank academic institutes of repute like Indian Institute 
of Bankers (IIB), National Institute of Bank Management (NIBM) interwoven with 
incentives to remodel "concern" worker developed as "enabled" worker. Training 
system, in this bank has to increase its focus on improving the quality of service given 
to clientele. 
There is a need for developing a high level of competence and involvement 
and inculcate a sense of deep commitment and understanding of the challenges of 
fiiture. There is a need for a continuous programme of training for every individual to 
work as a member of an effective team and activate the potential to achieve the 
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bank's goal. The training iias to move from traditional training to training of the latest 
technological up gradation. Training focus has to shift from mere knowledge 
development to more of skill enhancement and creating an attitude for service. 
Training professionals have to be used more for training rather than departmental 
experts. Instead of traditional and passive methods such as lecture, more of active 
methods like case study, business games, and simulations have to be used. These 
organisations have to use extensive e-leaming methods, which can save a lot of time 
and need not require employees to be away from jobs which hamper work. The 
benefits of training and development methods have to be utilized for practical 
purposes rather than they being used just to reflect it on paper. 
Training is the only significant people oriented activity which equips the 
personnel to do their job more effectively and efficiently. Traditionally, training and 
development was not viewed as an activity that could help companies create value 
and successfully deal with competitive challenges. Today, the view has changed. 
Companies that use innovative training and development practices are likely to report 
better financial performance than their competitors that do not. The role of training 
has broadened beyond training program design. Effective instructional training 
remains important, but training managers, human resource experts and trainers are 
increasingly being asked to create systems to motivate employees to learn, create 
knowledge and share that knowledge with other employees in the company. 
Building Corporate Culture is another area ICICI bank can work. The rapidly 
changing managerial profile of CEO from the traditional holy trinity of planning, 
organizing and controlling to that of strategist, aligner, change agent, visionary, team 
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builder, living symbol, buck stopper is a paradigm shift towards integrated global 
economy. Creating mutual trust and confidence, transparency, bringing attitudinal 
change in employees and employees' unions is the prime responsibility of the top 
management. People with self-motivation can drive themselves to incredible levels of 
excellence. At the time when the concept of "cradle to grave" approach is fast 
assuming, "environmental relations" are replacing traditional industrial relations, and 
at the click of mouse the information is pouring down; and to cater to the needs of 
creative customer at this cut throat competition, the CEO cannot be a silent spectator 
lest he shall be on the brink of extinction. For example, in India employers like Tata 
(TCS, Telco and TISCO) have their own townships and take complete care before 
employees step into any employee grievance/welfare. 
Performance appraisal helps the employee to overcome his weaknesses and 
improve over his strengths and thus enable him to improve his performance and that 
of the department. Generate adequate feedback and guidance from the reporting 
officers to the employee. Contribute to the growth and development of the employee 
through helping him in realistic goal setting. Provide inputs to system of rewards 
comprising salary increments, appreciations, additional responsibilities, promotions, 
etc., and salary administration. It helps in creating a desirable culture and traditions in 
the organisation. It also helps identifying employees for the purpose of motivating, 
training and developing them. Generate significant, relevant, free and valid 
information about employees. The appraisal of employees' potential is done in an 
objective and systematic manner, yet the satisfaction level of managerial respondents 
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is less than overall satisfaction level. It is suggested to devise some more meaningful 
techniques of performance appraisal to make managers happier. 
The organizational set up of human resource and general services department 
is plausible in ICICI bank. But in some branches the authority and responsibility 
relationship was not clearly defined. What is suggested is that the principles of 
organisation structure should be followed in a systematic manner. At the outset, there 
must be clear lines of authority from the top to the bottom of the bank. No one in the 
bank should report to more than one officer. Everyone in the bank should know to 
whom he reports, and who reports to him. The responsibility and authority of each 
officer should be clearly defined in writing. Responsibility should always be coupled 
with corresponding authority. The responsibility of higher authority for the acts of its 
subordinates should be absolute. The authority should be delegated as far down the 
line as possible. The number of levels of authority should be kept at the minimum. 
The work of every person in the organisation should be confined as far as possible to 
the performance of a single leading function. Whenever possible, line functions 
should be separated from staff functions. There should be a limit to the number of 
positions that can be coordinated by a single executive. The organisation should be 
flexible, so that it can be adjusted to changing conditions. The organisation should be 
kept as simple as possible. 
The majority feel that the work environment is safe and not detrimental for 
health. Besides, only few of the respondents said that their jobs are stressful. As 
there are no perils in the vicinity, there may not be a need to give a top emphasis to 
the safety precautions. On a question whether this bank spends enough money on 
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health-related matters of the employees, there was a lowest mean score from non-
managerial side. The bank is advised to provide better health care to this category as 
their need are greater than managerial respondents due to the fact that there financial 
resources are limited. 
On internal employee relations view points between the management and non-
management participants was not discerned. Both are satisfied with the existing 
relationship and agreed that there is still a wide door for improving the internal 
employee relations especially on areas of disciplinary measures and grievance 
handling. 
Undoubtedly, ICICI bank is the second largest bank of India. The study has 
also revealed that the HR policies and practices of ICICI bank are fully geared 
towards meeting challenges of expansion taking place in the Indian banking sector. 
But in the era of globalization and privatization, if the ICICI bank has to emerge more 
successful, it would need to build superior strategies and skills, systems and structures 
in relation to its competitions. In order to identify appropriate competitive strategies, 
ICICI bank will have to make a careful study of the market and segment customers 
into various categories based on their expectations, the extent of competition, 
customer profitability etc. This requires a change in the attitude of managers at all 
level. Towards this objective HRD function assumes a very significant role in shaping 
the destiny of the bank. As a function, bank should empower HR to become a 
motivating arm rather than just a hygiene arm. Only then will human resources be 
able to play a strategic role in the future. Moreover, the bank will be capable to 
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handle more significant role and responsibility towards the government, its 
shareholders and society at large. 
Direction for Future Research 
The present study has elaborately dwelt at human resource management 
instrumentalities in terms of planning, recruitment, selection, training and 
development, reward systems, performance appraisal, career development and 
counseling and organizational culture and effectiveness in banking sector 
particularly referring to private sector banks. In view of the gaps in the present 
study, further research can be undertaken to with reference to following areas of 
Human Resource Management: 
1. A Study of HR Planning, Policies and Practices in Banking Industry in 
India- A Case Study of Private Sector banks 
2. A Study of Performance Appraisal of Employees in Banking Sector in 
India 
3. A Comparative Study of HRM Policies and Practices in Public and 
Private Sector Banks in India 
4. A Study of Employee Turnover in Commercial Banks in India with 
special reference to Private Sector Banks 
5. Knowledge Management in Banking Sector in India 
6. Career Development in Banking Sector in India with special reference 
to ICICI Bank 
7. Remuneration Management in Commercial Banks- A Case Study of 
Public and Private Sector Banks in India. 
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APPENDICES 
Annexure I 
Research Scholar - Ms. Shazia Parveen 
Supervisor - Dr. Nawab AH Khan, Reader, Department of Commerce, Aligarh Muslim 
University, Aligarh. 
Greetings to all whom this questionnaire would appear! I would like to express my 
heartfelt appreciation in advance for the cooperation you show in completing the 
questionnaire sparing from your precious time. 
Topic: HRM Policies and Practices in Commercial Banks in India with special 
reference to ICICI Bank 
Objective 
The first and foremost objective of this study is the fulfilment of the academic 
requirement for the pursuit of Ph.D. Degree in COMMERCE. Beyond and above this 
cause, however, I sincerely believe that if utmost cooperation is shown from all 
stakeholders especially from you as the study participant, the outcome will be of 
paramount importance, to say the least, as a reference material for my followers. 
General Instruction 
Please fill or tick {/) in the appropriate space provided. You may tick more than one 
alternative where necessary. Should the spaces are too inadequate to acconmiodate your 
answers; you may use extra paper indicating the serial number of the question. Please be 
informed that I am at your disposal to receive your comments, share ideas and your views 
related to the topic. 
Confidentiality 
Please be informed that data you furnish with will be safeguarded with strict 
confidentiality and you do not need to mention your name. 
Contact Address 
Should you have any query, please do not hesitate to contact the researcher 
09897001457. 
General Information 
1. Age category 
020-25 026-30 031-35 036-40 
0 41 -45 0 46-50 0 51 and above 
2. Sex 
0 Male 0 Female 
3. Location of Work Department 
4. Marital Status 
Q Married D Unmarried 
5. Years of Service in the bank 
DO-l Dl-4 04-8 08-12 012 and above 
6. Level of education 
L High School 
iL Intermediate 
UL Graduate 
iv. Post Graduate 
V. Other 
7. Category of Work 
i. 0 Professional and high level supervisor 
ii. 0 Administrative, semi-professional, and clerical 
iii. 0 Technical and skilled 
You are requested to rate the following HRM attributes using the 5- point scale shown 
below: 
Scoring Scale: Strongly Agree = 5; Agree = 4; Neutral = 3; Disagree=2; and Strongly Disagree=l 
S. 
No. 
1 
2. 
\ 3. 
4. 
5. 
Statements 
The top management believes that 
human resources are an extremely 
important resource and they have to be 
treated humanely. 
All appointments in this bank are based 
on merit rather than on favouritism. 
The bank invests a considerable part of 
its resources to ensure the development 
of the employees. 
The bank prefers to select those who may 
have more organizational commitment. 
Senior officers/ executives in the bank 
take active interest in their juniors and 
help them learn their jobs. 
Strongly 
Agree Agree Neutral 
Disagre 
e 
Strongly 
Disagree 
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6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. 
15. 
1 
1 
16. 
17. 
18. 
i 19. 
1 
People lacking competence in doing their 
jobs are helped to acquire competence 
rather than being left unattended. 
Seniors guide their juniors and prepare 
them for future responsibilities / roles 
they are likely to take up. 
Managers in this bank believe that 
employees' behavior can be changed and 
people can be developed at any state of 
their life. 
The psychological climate in this bank is 
very conducive for any employee 
interested in developing himself by 
acquiring new knowledge and skills. 
Employees in this bank are very informal 
and do not hesitate to discuss their 
personal problems with their superiors. 
Employees are not afraid to express or 
discuss their feelings with their 
supervisors. 
Employees are not afraid to express or 
discuss their feelings with their sub 
ordinates. 
Employees are encouraged to experiment 
with new methods and try their creative 
ideas. 
When an employee does good work his 
officers take special care to appreciate it. 
When any employee makes a mistake his 
superiors treat it with understanding and 
help him learn from such mistakes rather 
than punishing him or discouraging him. 
Employees are encouraged to take 
initiative and do things on their own 
without having to wait for instructions 
from superiors. 
Delegation of authority to encourage 
juniors to develop handling higher 
responsibilities is quite common in this 
bank. 
When senior delegate authority to 
juniors, juniors use it as an opportunity 
for development. 
Employees in this bank take pains to get 
the feedback about their strengths and 
weaknesses from their superiors or 
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20. 
21. 
22. 
23. 
24. 
'•'15. 
26. 
27. 
-28. 
1 
29. 
30. 
32. 
32. 
1 
33. 
34. 
35. 
colleagues. 
Employees in this bank are largely 
satisfied with the retirement benefits. 
When behaviour feedback is given to 
employees they take it seriously and use 
it for development. 
The bank makes a genuine effort to keep 
people employed even under adverse 
business conditions. 
The Bank tries to provide fair pay to all 
categories of employees. 
Fringe benefits are looked at as a 
worthwhile corporate instrument of 
HRM in the bank. 
Employees' compensation is competitive 
in the bank. 
Male and female employees are truly 
treated equally in the matters of 
promotion and career development 
Employees are completely satisfied with 
the transparency, objectivity and 
performance base of the promotion 
policy of the bank 
Personnel policies in this bank facilitate 
employee development. 
This bank ensures employee welfare to 
such an extent that employees can save a 
lot of their mental energy for work 
purposes. 
This bank spends enough money on 
health-related matters of the employees. 
Management of ICICI bank encourages 
employee suggestions. 
Performance appraisal is done regularly 
in the bank on the basis of objective 
assessment and adequate information. 
The Bank cares about the overall 
satisfaction of employees at work. 
Job rotation facilitates employee 
development. 
When employees are sponsored for 
training, they take it seriously and use it 
for development. 
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36. 
37. 
38. 
Employees returning from training 
programmes are given opportunities to 
try out what they have learnt. 
Employees are sponsored for training on 
the basis of genuine training needs. 
The banks future plans are made known 
to managerial staff to help them develop 
their juniors and prepare them for future. 
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Annexure II 
Table (5.42) 
One-Sample Statistics Showing the Mean, Std. Deviation and Std. Error Mean of 
perception of Managerial Employees of ICICI bank 
1. The top management believes that human 
resources are an extremely important 
resource and they have to be treated 
humanely. 
2. All appointments in this bank are based 
on merit rather than on favouritism 
3. The bank invests a considerable part of 
its resources to ensure the development 
of the employees. 
4. The bank prefers to select those who may 
have more organizational commitment. 
5. Senior officers/ executives in the bank 
take active interest in their juniors and 
help them learn their jobs. 
6. People lacking competence in doing their 
jobs are helped to acquire competence 
rather than being left unattended. 
7. Seniors guide their juniors and prepare 
them for fiiture responsibilities / roles 
they are likely to take up. 
8. Managers in this bank believe that 
employees' behavior can be changed and 
people can be developed at any state of 
their life. 
9. The psychological climate in this bank is 
very conducive for any employee 
interested in developing himself by 
acquiring new knowledge and skills. 
10. Employees in this bank are very informal 
and do not hesitate to discuss their 
personal problems with their superiors. 
11. Employees are not afraid to express or 
discuss their feelings with their 
supervisors. 
12. Employees are not afraid to express or 
discuss their feelings with their sub 
ordinates. 
N 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
Mean 
4.10 
4.65 
4.25 
4.38 
4.22 
4.15 
4.15 
4.28 
4.55 
4.55 
4.22 
3.98 
Std. 
Deviation 
1.008 
.580 
1.104 
.952 
.974 
1.027 
1.122 
.905 
.597 
.639 
.920 
1.143 
Std. 
Error 
Mean 
.159 
.092 
.174 
.151 
.154 
.162 
.177 
.143 
.094 
.101 
.145 
.181 
13. Employees are encouraged to experiment 
with new methods and try their creative 
ideas. 
14. When an employee does good work his 
officers take special care to appreciate it. 
15. When any employee makes a mistake his 
superiors treat it with understanding and 
help him learn from such mistakes rather 
than punishing him or discouraging him. 
16. Employees are encouraged to take 
initiative and do things on their own 
without having to wait for instructions 
from superiors. 
17. Delegation of authority to encourage 
juniors to develop handling higher 
responsibilities is quite common in this 
bank. 
18. When senior delegate authority to 
juniors, juniors use it as an opportunity 
for development. 
19. Employees in this bank take pains to get 
the feedback about their strengths and 
weaknesses from their superiors or 
colleagues. 
20. Employees in this bank are largely 
satisfied with the retirement benefits.. 
21. When behaviour feedback is given to 
employees they take it seriously and use 
it for development. 
22. The bank makes a genuine effort to keep 
people employed even under adverse 
business conditions. 
23. The Bank tries to provide fair pay to all 
categories of employees. 
24. Fringe benefits are looked at as a 
worthwhile corporate instrument of HRM 
in the bank. 
25. Employees' compensation is competitive 
in the bank 
26. Male and Female employees are truly 
treated equally in the matters of 
promotion and career development 
27. Employees are completely satisfied with 
the transparency, objectivity and 
performance base of the promotion 
policy of the bank 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
40 
4.43 
4.05 
4.05 
4.05 
4.30 
4.30 
4.00 
4.00 
4.03 
4.00 
4.05 
4.03 
4.45 
4.70 
4.35 
.813 
1.131 
1.239 
1.218 
.911 
.791 
1.320 
1.109 
1.165 
.906 
.815 
1.000 
.815 
.464 
.802 
.129 
.179 
.196 
.193 
.144 
.125 
.209 
.175 
.184 
.143 
.129 
.158 
.129 
.073 
.127 
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28. Personnel policies in this bank facilitate 
employee development. 
29. This bank ensures employee welfare to 
such an extent that employees can save a 
lot of their mental energy for work 
purposes. 
30. This bank spends enough money on 
health-related matters of the employees. 
31. Management of ICICI bank encourages 
employee suggestions. 
32. Performance appraisal is done regularly 
in the bank on the basis of objective 
assessment and adequate information. 
33. The Bank cares about the overall 
satisfaction of employees at work. 
34. Job rotation facilitates employee 
development. 
35. When employees are sponsored for 
training, they take it seriously and use it 
for development. 
36. Employees returning from training 
programmes are given opportunities to 
try out what they have learnt. 
37. Employees are sponsored for training on 
the basis of genuine training needs. 
38. The banks fixture plans are made known 
to managerial staff to help them develop 
their juniors and prepare them for fiiture. 
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Table (5.43) 
One-Sample Test of Perception of Managerial Employees of ICICI Bank 
Statements 
1. The top management believes that human 
resources are an extremely important resource 
and they have to be treated humanely. 
2. AH appointments in this bank are based on 
merit rather than on favouritism 
Test Value = 0 
t 
25.733 
50.743 
df 
39 
39 
.000 
.000 
u 
C 
Q 
4.100 
4.650 
95% 
Confidence 
Interval of 
the 
Difference 
o 
3.78 
4.46 
4.42 
4.84 
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3. The bank invests a considerable part of its 
resources to ensure the development of the 
employees. 
4. The bank prefers to select those who may have 
more organizational commitment. 
5. Senior officers/ executives in the bank take 
active interest in their juniors and help them 
learn their jobs. 
6. People lacking competence in doing their jobs 
are helped to acquire competence rather than 
being left unattended. 
7. Seniors guide their juniors and prepare them 
for future responsibilities / roles they are likely 
to take up. 
8. Managers in this bank believe that employees' 
behavior can be changed and people can be 
developed at any state of their life. 
9. The psychological climate in this bank is very 
conducive for any employee interested in 
developing himself by acquiring new 
knowledge and skills. 
10. Employees in this bank are very informal and 
do not hesitate to discuss their personal 
problems with their superiors. 
11. Employees are not afraid to express or discuss 
their feelings with their supervisors. 
12. Employees are not afraid to express or discuss 
their feelings with their sub ordinates. 
13. Employees are encouraged to experiment with 
new methods and try their creative ideas. 
14. When an employee does good work his officers 
take special care to appreciate it. 
15. When any employee makes a mistake his 
superiors treat it with understanding and help 
him learn from such mistakes rather than 
punishing him or discouraging him. 
16. Employees are encouraged to take initiative 
and do things on their ovra without having to 
wait for instructions from superiors. 
17. Delegation of authority to encourage juniors to 
develop handling higher responsibilities is 
quite conmion in this bank. 
18. When senior delegate authority to juniors, 
juniors use it as an opportunity for 
development. 
19. Employees in this bank take pains to get the 
feedback about their strengths and weaknesses 
from their superiors or colleagues. 
20. Employees in this bank are largely satisfied 
with the retirement benefits. 
21. When behaviour feedback is given to 
employees they take it seriously and use it for 
development. 
22. The bank makes a genuine effort to keep 
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people employed even under adverse business 
conditions. 
23. The Bank tries to provide fair pay to all 
categories of employees. 
24. Fringe benefits are looked at as a worthwhile 
corporate instrument of HRM in the bank.. 
25. Employees' compensation is competitive in the 
bank 
26. Male and Female employees are truly treated 
equally in the matters of promotion and career 
development 
27. Employees are completely satisfied with the 
transparency, objectivity and performance base 
of the promotion policy of the bank 
2S. Personnel policies in this bank facilitate 
employee development 
29. This bank ensures employee welfare to such an 
extent that employees can save a lot of their 
mental energy for work purposes. 
30. This bank spends enough money on health-
related matters of the employees. 
31. Management of ICICI bank encourages 
employee suggestions. 
32. Performance appraisal is done regularly in the 
bank on the basis of objective assessment and 
adequate information. 
33. The Bank cares about the overall satisfaction of 
employees at work. 
34. Job rotation facilitates employee development. 
35. When employees are sponsored for training, 
they take it seriously and use it for 
development. 
36. Employees returning from training 
programmes are given opportunities to try out 
what they have learnt. 
37. Employees are sponsored for training on the 
basis of genuine training needs. 
38. The banks future plans are made known to 
managerial staff to help them develop their 
juniors and prepare them for future. 
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Table (5.44) 
One-Sample Statistics Showing the Mean, Std. Deviation and Std. Error Mean of 
perception of Non-managerial Employees of ICICI bank 
1. The top management 
believes that human 
resources are an extremely 
N 
357 
Mean 
3.78 
Std. 
Deviation 
1.075 
Std. 
Error 
Mean 
.057 
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important resource and they 
have to be treated humanely. 
2. All appointments in this bank 
are based on merit rather than 
on favouritism. 
3. The bank invests a 
considerable part of its 
resources to ensure the 
development of the 
employees. 
4. The bank prefers to select 
those who may have more 
organizational commitment. 
5. Senior officers/ executives in 
the bank take active interest 
in their juniors and help them 
learn their jobs. 
6. People lacking competence 
in doing their jobs are helped 
to acquire competence rather 
than being left unattended. 
7. Seniors guide their juniors 
and prepare them for future 
responsibilities / roles they 
are likely to take up. 
8. Managers in this bank 
believe that employees' 
behavior can be changed and 
people can be developed at 
any state of their life. 
9. The psychological climate in 
this bank is very conducive 
for any employee interested 
in developing himself by 
acquiring new knowledge 
and skills. 
10. Employees in this bank are 
very informal and do not 
hesitate to discuss their 
personal problems with their 
superiors. 
11. Employees are not afraid to 
express or discuss their 
feelings with their 
supervisors. 
12. Employees are not afraid to 
357 
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express or discuss their 
feelings with their sub 
ordinates. 
13. Employees are encouraged to 
experiment with new 
methods and try their 
creative ideas. 
14. When an employee does 
good work his officers take 
special care to appreciate it. 
15. When any employee makes a 
mistake his superiors treat it 
with understanding and help 
him learn from such mistakes 
rather than pimishing him or 
discouraging him. 
16. Employees are encouraged to 
take initiative and do things 
on their own without having 
to wait for instructions from 
superiors. 
17. Delegation of authority to 
encourage juniors to develop 
handling higher 
responsibilities is quite 
common in this bank. 
18. When senior delegate 
authority to juniors, juniors 
use it as an opportunity for 
development. 
19. Employees in this bank take 
pains to get the feedback 
about their strengths and 
weaknesses from their 
superiors or colleagues. 
20. Employees in this bank are 
largely satisfied with the 
retirement benefits. 
21. When behaviour feedback is 
given to employees they take 
it seriously and use it for 
development. 
22. The bank makes a genuine 
effort to keep people 
employed even under adverse 
business conditions. 
357 
357 
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23. The Bank tries to provide fair 
pay to all categories of 
employees. 
24. Fringe benefits are looked at 
as a worthwhile corporate 
instrument of HRM in the 
bank. 
25. Employees' compensation is 
competitive in the bank 
26. Male and Female employees 
are truly treated equally in 
the matters of promotion and 
career development 
27. Employees are completely 
satisfied with the 
transparency, objectivity and 
performance base of the 
promotion policy of the bank 
28. Personnel policies in this 
bank facilitate employee 
development. 
29. This bank ensures employee 
welfare to such an extent that 
employees can save a lot of 
their mental energy for work 
purposes. 
30. This bank spends enough 
money on health-related 
matters of the employees. 
31. Management of ICICI bank 
encourages employee 
suggestions. 
32. Performance appraisal is 
done regularly in the bank on 
the basis of objective 
assessment and adequate 
information. 
33. The Bank cares about the 
overall satisfaction of 
employees at work. 
34. Job rotation facilitates 
employee development. 
35. When employees are 
sponsored for training, they 
take it seriously and use it for 
development. 
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36. Employees returning from 
training programmes are 
given opportimities to try out 
what they have learnt. 
37. Employees are sponsored for 
training on the basis of 
genuine training needs. 
38. The banks future plans are 
made known to managerial 
staff to help them develop 
their juniors and prepare 
them for future. 
357 
357 
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Table (5.45) 
One-Sample Test of Perception of Non-managerial Employees of ICICI Bank 
Statement 
1. The top management believes that 
human resources are an extremely 
important resource and they have to be 
treated humanely. 
2. All appointments in this bank are based 
on merit rather than on favouritism. 
3. The bank invests a considerable part of 
its resources to ensure the development 
of the employees. 
4. The bank prefers to select those who may 
have more organizational commitment. 
5. Senior officers/ executives in the bank 
take active interest in their juniors and 
help them learn their jobs. 
6. People lacking competence in doing their 
jobs are helped to acquire competence 
rather than being left unattended. 
7. Seniors guide their juniors and prepare 
them for future responsibilities / roles 
they are likely to take up. 
Test Value = 0 
t 
66.406 
69.908 
69.180 
58.536 
71.857 
60.448 
58.917 
df 
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4.05 
3.94 
3.75 
3.75 
3.64 
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284 
8. Managers in this bank believe that 
employees' behavior can be changed and 
people can be developed at any state of 
their life. 
9. The psychological climate in this bank is 
very conducive for any employee 
interested in developing himself by 
acquiring new knowledge and skills. 
10. Employees in this bank are very informal 
and do not hesitate to discuss their 
personal problems with their superiors. 
11. Employees are not afraid to express or 
discuss their feelings with their 
supervisors. 
12. Employees are not afraid to express or 
discuss their feelings with their sub 
ordinates. 
13. Employees are encouraged to experiment 
with new methods and try their creative 
ideas. 
14. When an employee does good work his 
officers take special care to appreciate it. 
15. When any employee makes a mistake his 
superiors treat it with understanding and 
help him learn from such mistakes rather 
than punishing him or discouraging him. 
16. Employees are encouraged to take 
initiative and do things on their own 
without having to wait for instructions 
from superiors. 
17. Delegation of authority to encourage 
juniors to develop handling higher 
responsibilities is quite common in this 
bank. 
18. When senior delegate authority to 
juniors, juniors use it as an opportunity 
for development. 
19. Employees in this bank take pains to 
get the feedback about their strengths 
and weaknesses from their superiors 
or colleagues. 
20. Employees in this bank are largely 
satisfied with the retirement benefits. 
21. When behaviour feedback is given to 
employees they take it seriously and use 
it for development. 
22. The bank makes a genuine effort to keep 
people employed even under adverse 
business conditions. 
23. The Bank tries to provide fair pay to all 
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4.08 
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4.05 
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categories of employees. 
24. Fringe benefits are looked at as a 
worthwhile corporate instrument of 
HRM in the bank. 
25. Employees' compensation is competitive 
in the bank 
26. Male and Female employees are truly 
treated equally in the matters of 
promotion and career development 
27. Employees are completely satisfied 
with the transparency, objectivity and 
performance base of the promotion 
policy of the bank 
28. Personnel policies in this bank facilitate 
employee development. 
29. This bank ensures employee welfare to 
such an extent that employees can save a 
lot of their mental energy for work 
purposes. 
30. This bank spends enough money on 
health-related matters of the employees. 
31. Management of ICICI bank encourages 
employee suggestions. 
32. Performance appraisal is done 
regularly in the bank on the basis of 
objective assessment and adequate 
information. 
33. The Bank cares about the overall 
satisfaction of employees at work. 
34. Job rotation facilitates employee 
development. 
35. When employees are sponsored for 
training, they take it seriously and use it 
for development. 
36. Employees returning fi-om training 
programmes are given opportunities to 
try out what they have learnt. 
37. Employees are sponsored for training on 
the basis of genuine training needs. 
38. The banks future plans are made known 
to managerial staff to help them develop 
their juniors and prepare them for future. 
57.472 
67.350 
88.308 
77.330 
62.581 
59.406 
51.327 
53.693 
70.378 
71.494 
66.281 
71.121 
71.234 
61.989 
60.449 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
356 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
.000 
3.585 
4.118 
4.370 
4.092 
3.894 
3.894 
3.518 
3.703 
4.162 
4.098 
4.104 
3.924 
3.958 
3.902 
3.731 
3.46 
4.00 
4.27 
3.99 
3.77 
3.76 
3.38 
3.57 
4.05 
3.99 
3.98 
3.82 
3.85 
3.78 
3.61 
3.71 
4.24 
4.47 
4.20 
4.02 
4.02 
3.65 
3.84 
4.28 
4.21 
4.23 
4.03 
4.07 
4.03 
3.85 
286 
